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INTISARI 

Pelayanan kefarmasian yang berkualitas merupakan pelayanan kesehatan 

yang dapat memenuhi kebutuhan setiap pengguna layanan sesuai dengan tingkat 

kepuasan pasien. Pelayanan kefarmasian yang kurang optimal dapat merugikan 

pasien. Oleh karena itu, diperlukan pelayanan kefarmasian yang tepat, objektif, 

dan komprehensif untuk meningkatkan derajat kesehatan masyarakat. Kepuasan 

pelayanan dapat diukur dengan memperhatikan lima dimensi yaitu responsiveness 

(ketanggapan), reliability (kehandalan), assurance (jaminan), empathy (empati), 

tangible (bukti fisik). Penelitian ini bertujuan untuk mengetahui tingkat kepuasan 

pasien terhadap pelayanan kefarmasian di Puskesmas Kersanagara Gunung 

Kalong Kecamatan Cibeureum Kota Tasikmalaya berdasarkan dimensi 

ketanggapan, kehandalan, jaminan, empati, bukti fisik.  

Penelitian ini merupakan penelitian deskriptif kuantitatif. Populasi dalam 

penelitian ini adalah pasien rawat jalan di Puskesmas Kersanagara dan sampel 

berjumlah seratus orang ditentukan dengan teknik Accidental Sampling yang 

didasarkan pada kriteria inklusi dan eksklusi. Analisis data tingkat kepuasan 

pasien dilakukan dengan cara membandingkan skor maksimum dan skor yang 

diperoleh.  

Hasil penelitian menunjukkan bahwa pasien rawat jalan di Puskesmas 

Kersanagara puas terhadap pelayanan kefarmasian dengan skor presentase total 

80,62% dimana berdasarkan dimensi Daya Tanggap (Responsiveness) sebanyak 

79,80% (puas), Kehandalan (Reliability) sebanyak 82,64% (sangat puas), Jaminan 

(Assurance) sebanyak 84,68% (sangat puas), Empati (Empathy) sebanyak 81,20% 

(sangat puas) dan Bukti Fisik (Tangible) sebanyak 74,80% (puas). Jadi, dapat 

disimpulkan dari penelitian ini bahwa tingkat kepuasan pelayanan kefarmasian 

pada pasien rawat jalan di Puskesmas Kersanagara adalah puas. 

 

Kata kunci: pelayanan kefarmasian, puskesmas, tingkat kepuasan   
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ABSTRACT 

Quality pharmaceutical services are health services that can meet the needs 

of each service user according to the level of patient satisfaction. Suboptimal 

pharmaceutical services can harm patients. Therefore, appropriate, objective and 

comprehensive pharmaceutical services are needed to improve the level of public 

health. Service satisfaction can be measured by paying attention to five 

dimensions, namely responsiveness, reliability, assurance, empathy, tangible 

(physical evidence). This study aims to determine the level of patient satisfaction 

with pharmaceutical services at the Kersanagara Gunung Kalong Community 

Health Center, Cibeureum District, Tasikmalaya City based on the dimensions of 

responsiveness, reliability, assurance, empathy, physical evidence. 

This research is quantitative descriptive. The population in this study were 

outpatients at the Kersanagara Community Health Center and a sample of one 

hundred people was determined using the Accidental Sampling technique which 

was based on inclusion and exclusion criteria. Analysis of patient satisfaction 

level data was carried out by comparing the maximum score and the score 

obtained. 

The results of the study showed that outpatients at the Kersanagara 

Community Health Center were satisfied with pharmaceutical services with a total 

percentage score of 80.62%, where based on the dimensions of Responsiveness, it 

was 79.80% (satisfied), Reliability was 82.64% (very satisfied), Assurance as 

much as 84.68% (very satisfied), Empathy as much as 81.20% (very satisfied) and 

Physical Evidence (Tangible) as much as 74.80% (satisfied). So, it can be 

concluded from this research that the level of satisfaction with pharmaceutical 

services for outpatients at the Kersanagara Community Health Center is satisfied. 

 

Keyword: community health center, level of satisfaction, pharmaceutical services 
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