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ABSTRAK

ANALISIS KEPUASAN PASIEN DI INSTALASI FARMASI
RAWAT JALAN RUMAH SAKIT UMUM MUHAMMADIYAH BABAT

Afanty Dwi Noviana®, Nahardian Vica Rahmawati2, Enny Mar’atus Sholihah®

ABSTRAK

Kepuasan pasien merupakan indikator penting dalam menilai mutu pelayanan
kesehatan, termasuk pelayanan farmasi di rumah sakit. Tingkat kepuasan yang
rendah dapat memengaruhi kepercayaan pasien dan citra rumah sakit. Penelitian ini
bertujuan untuk menganalisis tingkat kepuasan pasien terhadap pelayanan di
Instalasi Farmasi Rawat Jalan RSU Muhammadiyah Babat. Penelitian
menggunakan desain deskriptif kuantitatif dengan pendekatan survei. Data
diperoleh dari 98 responden pasien rawat jalan yang dipilih melalui teknik
purposive sampling. Instrumen penelitian berupa kuesioner dengan lima dimensi
SERVQUAL (Reliability, Assurance, Tangible, Empathy, dan Responsiveness).
Analisis data dilakukan dengan distribusi frekuensi dan persentase. Hasil penelitian
menunjukkan tingkat ketidakpuasan tertinggi terdapat pada dimensi Reliability
(92,9% tidak puas) dan Responsiveness (91,8% tidak puas). Sementara itu, tingkat
kepuasan relatif lebih baik pada dimensi Empathy (91,8% puas), Assurance (90,8%
puas), dan Tangible (90,8% puas). Secara umum, kepuasan pasien terhadap
pelayanan farmasi rawat jalan RSU Muhammadiyah Babat hampir seluruh
responden (81,6%) menyatakan puas mengenai Assurance, Tangible, Empathy.
Akan tetapi terdapat sebagian kecil responden (18,4%) yang menyatakan kurang
puas terutama pada Assurance dan Responsiveness. Perlu dilakukan evaluasi alur
pelayanan, peningkatan kompetensi petugas, serta perbaikan sistem manajemen
farmasi untuk meningkatkan mutu pelayanan.

Kata kunci : kepuasan pasien, pelayanan farmasi, rumah sakit, SERVQUAL
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ABSTRACT

ANALYSIS OF PATIENT SATISFACTION IN THE OUTPATIENT
PHARMACY DEPARTMENT OF MUHAMMADIYAH GENERAL
HOSPITAL BABAT

Afanty Dwi Noviana®, Nahardian Vica Rahmawati2, Enny Mar’atus Sholihah®

ABSTRACT

Patient satisfaction is an important indicator in assessing the quality of healthcare
services, including pharmacy services in hospitals. Low levels of satisfaction can
affect patient trust and the hospital's image. This study aims to analyze the level of
patient satisfaction with services at the Outpatient Pharmacy Installation of
Muhammadiyah Babat Hospital. The study used a quantitative descriptive design
with a survey approach. Data were obtained from 98 outpatient respondents
selected through a purposive sampling technique. The research instrument was a
questionnaire with five SERVQUAL dimensions (Reliability, Assurance, Tangible,
Empathy, and Responsiveness). Data analysis was carried out using frequency
distribution and percentages. The results showed that the highest level of
dissatisfaction was found in the Reliability dimension (92.9% dissatisfied) and
Responsiveness (91.8% dissatisfied). Meanwhile, the level of satisfaction was
relatively better in the Empathy dimension (91.8% satisfied), Assurance (90.8%
satisfied), and Tangible (90.8% satisfied). In general, patient satisfaction with
outpatient pharmacy services at Muhammadiyah Babat Hospital was almost all
respondents (81.6%) who expressed satisfaction regarding Assurance, Tangible,
and Empathy. However, a small proportion of respondents (18.4%) expressed
dissatisfaction, particularly with Assurance and Responsiveness. Evaluation of
service flow, staff competency enhancement, and improvements to the pharmacy
management system are needed to enhance service quality.

Keywords: patient satisfaction, pharmacy services, hospital, SERVQUAL
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