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INTISARI

Pelayanan kefarmasian di Puskesmas Kuningan Kabupaten Kuningan
menunjukkan Indeks Kepuasan Masyarakat kategori “Baik” namun skornya masih
di bawah rata-rata kabupaten, sehingga penelitian ini bertujuan mengukur tingkat
kepuasan pasien berdasarkan lima dimensi kualitas layanan (Reliability,
Responsiveness, Assurance, Empathy, dan Tangibles) untuk memberikan
rekomendasi peningkatan mutu pelayanan kefarmasian.

Penelitian menggunakan desain deskriptif kuantitatif dengan pendekatan
observasi; sampel sebanyak 100 responden diambil menggunakan teknik accidental
sampling berdasarkan rumus Slovin. Instrumen berupa kuesioner dengan skala
Likert 5 poin sesuai model SERVQUAL. Data dianalisis secara kuantitatif dengan
rumus perhitungan persentase kepuasan untuk tiap dimensi, kemudian
dikategorikan dalam skala tingkat kepuasan dari “Tidak Puas” hingga “Sangat
Puas”.

Hasil menunjukkan rata-rata kepuasan pasien per dimensi, yaitu Reliability
80% (Puas), Responsiveness 81% (Sangat Puas), Assurance 81% (Sangat Puas),
Empathy 81% (Sangat Puas), dan Tangibles 80% (Puas) serta rata-rata keseluruhan
81% (Sangat Puas), menandakan kualitas interaksi dan kecepatan pelayanan yang
tinggi, meski aspek keandalan informasi dan fasilitas fisik perlu ditingkatkan.

Kata kunci: Pelayanan Kefarmasian, Puskesmas, Tingkat Kepuasan

Xiv



ABSTRACT

Pharmaceutical services at Puskesmas Kuningan in Kuningan Regency
showed a Community Satisfaction Index in the “Good” category but the score was
still below the district average, so this study aims to measure the level of patient
satisfaction based on five dimensions of service quality (Reliability,
Responsiveness, Assurance, Empathy, and Tangibles) to provide recommendations
for improving the quality of pharmaceutical services.

The study used a quantitative descriptive design with an observational
approach; a sample of 100 respondents was taken using accidental sampling
technique based on the Slovin formula. The instrument was a questionnaire with a
S-point Likert scale according to the SERVQUAL model. Data were analyzed
quantitatively with the formula for calculating the percentage of satisfaction for
each dimension, then categorized on a satisfaction level scale from “Dissatisfied”
to “Very Satisfied”.

The results show the average patient satisfaction per dimension, namely
Reliability 80% (Satisfied), Responsiveness 81% (Very Satisfied), Assurance 81%
(Very Satisfied), Empathy 81% (Very Satisfied), and Tangibles 80% (Satisfied) and
an overall average of 81% (Very Satisfied), indicating a high quality of interaction
and speed of service, although the reliability of information and physical facilities
needs to be improved.

Keywords: Pharmaceutical Services, Health Center, Level of Satisfaction
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