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INTISARI

Pelayanan kefarmasian di puskesmas merupakan salah satu kesatuan
penting dalam meningkatkan mutu pelayanan kesehatan bagi masyarakat
pelayanan kefarmasian yang baik akan meningkatkan kualitas hidup pasien,
loyalitas pasien, dan juga meningkatkan kepuasan pasien. Pelayanan
kefarmasian yang bermutu dapat menimbulkan kepuasan yang dapat menjadi
indikator kualitas pelayanan dan mempengaruhi perilaku konsumen dalam
memilih pelayanan kesehatan. Puskesmas Darma merupakan unit fasilitas
Kesehatan dari Dinas Kesehatan Kabupaten Kuningan yang berfungsi
melaksanakan kegiatan pelayanan kesehatan dasar di wilayah kerjanya.
Puskesmas Darma memiliki wilayah kerja sebanyak 19 desa, yang dimana
jumlah wilayah kerja tertinggi di kabupaten Kuningan. Tujuan dari penelitian
mengetahui Tingkat Kepuasan Pasien Rawat Jalan Terhadap Pelayanan
Kefarmasian di Puskesmas Darma Kabupaten Kuningan.

Penelitian ini menggunakan metode deskriptif kuantitatif dengan
teknik pengambilan sampel purposive sampling. Pengumpulan data dilakukan
melalui penyebaran kuisioner, hasil kuisioner yang telah diisi kemudian
diberikan nilai dengan memberikan skor berdasarkan skala likert. Sampel
yang diperoleh sebanyak 98 responden.

Hasil penelitian didapatkan Tingkat kepuasan pada dimensi
responsiveness 88,12% (sangat puas), reliability 84,27% (sangat puas),
assurance 86,57% (sangat puas), emphaty 82,84% (sangat puas), dan tangible
85,04% (sangat puas). Penelitian ini disimpulkan bahwa kepuasan pasien
terhadap pelayanan kefarmasian di Puskesmas Darma yaitu sebesar 85,3%
dengan kategori sangat puas.

Kata kunci: Kepuasan, pelayanan kefarmasian, puskesmas
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ABSTRACT

Pharmaceutical services in health centers are an important unit in
improving the quality of health services for the community. Good pharmaceutical
services will improve the quality of life of patients, patient loyalty, and also
increase patient satisfaction. Quality pharmaceutical services can create
satisfaction that can be an indicator of service quality and influence consumer
behavior in choosing health services. Darma Health Center is a health facility
unit of the Kuningan Regency Health Office which functions to carry out basic
health service activities in its work area. Darma Health Center has a working
area of 19 villages, which is the highest number of working areas in Kuningan
Regency. The purpose of the study was to determine the Level of Satisfaction of
Outpatients with Pharmaceutical Services at Darma Health Center, Kuningan
Regency.

This study uses a quantitative descriptive method with a purposive
sampling technique. Data collection was carried out by distributing
questionnaires, the results of the questionnaires that had been filled in were then
given a value by giving a score based on a Likert scale. The sample obtained was
98 respondents.

The results of the study obtained the level of satisfaction in the
responsiveness dimension of 88.12% (very satisfied), reliability 84.27% (very
satisfied), assurance 86.57% (very satisfied), empathy 82.84% (very satisfied),
and tangible 85.04% (very satisfied). This study concluded that patient
satisfaction with pharmaceutical services at the Darma Health Center was 85.3%
with a very satisfied category.

Key words: Satisfaction, pharmaceutical services, community health center
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sendiri.

1X



DAFTAR ISI

PERSETUJUAN PEMBIMBING ......cccocienveissuicsnissniossesssssssssssssssssssssssssasssssssses ii
HALAMAN PENGESAHAN .....uconiniininensinsnissaissensssssisssssssssasssssssssssssssssssssass iii
HALAMAN PERNYATAAN ORISINALITAS ....civvviinveinnnicsnnsssnsssssssassssasones iv
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI KARYA TULIS
ILMIAH UNTUK KEPENTINGAN AKADEMIS........coovvninvnsinsnrcressanssassnenes v
INTISARI .occiviiiiinniinniesninssnisssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssassssasssss vi
ABSTRACT ..uueiiitinensinsuissensesssissssssssssessssssssssssssssssssssssssssssssssssssssssssssssssssssssss vii
KATA PENGANTAR ..uuiiiinnininsaisseisesssissssssssssssssssssssssssssssssssssssssssssasssssses viii
PERSEMBAHAN......ccooniiniinninssissssisssssssssssssssssssssssssssssssssasssssssssssssssssssssassssasssss ix
DAFTAR ISLuucuiiiiiiiiinnnissensaisssissssssssssssssssssssssssssssssasssssssssssssssssssssasssssssssssssssss X
DAFTAR TABEL ...uuoiiiiinninensuinensensaissssssssssssssnsssssssssssssssssssssssssssssssssssasssssses xi
DAFTAR GAMBAR. ......cooniinninnrininionnssssissssssssissssssssssssssssssssssssssssssassssssssasssases xii
DAFTAR LAMPIRAN ....uciiiiineinrinsnisssissesssssssisssssssssasssssssssssssssssssssassssssssssssss xiii
BAB L..auauiiiiiinineininsuinseisenssisssnsssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss 1
PENDAHULUAN . ..cooiiiintiesensicssiessnsesssissssssessssssssssssssssssssssssssssssssssssssssssssssssssssss 1
AL Latar Belakang ........c.cooiiiiiiiiiie e 1

B. Rumusan Masalah ...........ccccooiiiiiiiiiii e 4

O 111021 o TSP 4

D. Manfaat Penelitian...........cooueeiiiiiiiiiiiieieceeeeee e 5

E. Keaslian penelitian .........coccoceriiriiiiiniininicnieeeeeeceeeseee e 6
3N 5 2 N 7
TINJAUAN PUSTAKA ..cueiuirnininseecsnisesssesssssssssssssssssssssessssssssssssssssssssssssssssssss 7
AL Telaah Pustaka........cocooiiiiiiiiiiiee e 7

B. Landasan TeOTT .......cccuueriiiriiiiiieiieeieeie ettt 8

L. PUSKESMAS....cooiiiiiiiiiiiiiec e 8

2. Pelayanan kefarmasian di Puskesmas ........c..ccocevenieniininincnncnnene. 11

3. KEPUASAN ...eeiiiiiiiee ettt et e e et e e e e naaee s 16

37N 5 20 1 19
METODE PENELITTAN ....uuciiniiiniiinniinnissnicsssnssssssssssssssssssssssssssssssssssssssssssssssns 19
AL Jenis Penelitian........ooooiiiiiiiiiiiiiic e 19

B. Populasi dan Sampel ...........cocvveeiiiiiiiieeeceeceeee e 19

Lo POPULAST .t 19

2. Sampel penelitian .........ccccvieeiiieiiiieeiiieeeeee e e 20



C. Tempat dan waktu Penelitian ............ccccoevieeiiienieeiiienieeeecie e, 21

D. Variabel Penelitian .........c.ccooeeviirieniiiienieieeeseieeeeeeee e 21

E. Definisi Operasional............cccveeeiieeiieeeiiieeiiee e esieeeeieeeereeeeveeesenee e 22

F. Batasan Istilah ........ccccoooiiiiiiiiiniee e 23

G. Jenis pengumpulan data ...........ccceevieiiiienieeiiee e 23

| R 133 D 1 TR 23

2. Cara Pengumpulan Data..........ccccoeeieiiieiiieniiiiieieeeeee e 24

H. Instrumen Penelitian...........coceeouerieniiienieniieienieieceeeeee e 24

[. Prosedur Penelitian..........c.ccooouiiiiiiiiiiiiiiceeecee e 26

J. Manajemen Data .........cocveviiieiiiiiieiieeeece e 26

K. Etika Penelitian ..........cocevieiiiiinieieeesieeeeseeee e 27

L. Hambatan Penelitian ............cccceeoiiiiiiiieiiiecieecee et 28
BAB IV .uiiiintictiinnicnisisssisssssssssisssissssssisssssssssssssssssssssssssssssssssssssssssssssses 29
HASIL DAN PEMBAHASAN ....ccoinnetiinnnnniicnnsnsicsssssssssssssnsssssssssssssssssssssssssasss 29
A. Karakteristik ReSponden ...........cccvveeiiiiiiieiiiiecieeeeeeee e 29

B. Tingkat Kepuasan Berdasarkan Karakteristik Pasien ...........c.ccccccevuennnenne. 31

C. Tingkat Kepuasan Pelayanan Kefarmasian Berdasarkan Lima Dimensi.. 40

D. Kepuasan Pasien Berdasarkan Lima Dimensi..........cccccccveevveeecveecennennee, 45
BAB V.uiiiinnicninisssisnisnsssissssssssssisssissssssssssssssssssssssssssssssssssssssssssssssassssssss 47
KESIMPULAN DAN SARAN ..cciccinneiicnissnniecssssnssesssssssscssssssssssssssssssssssssssssssasss 47
AL KESTMPUIAN.....c..eiiiiiiiiiieite e 47

Bl SAran ..o e 48
DAFTAR PUSTAKA .....coneiiiinnnniicnnsnnsicsssssssscsssssssscssssssssssssssssssssssssssssssasssssssss 49
LAMPIRAN cuiiiiinirnniicsssnsicssssssssesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasss 52

X1



DAFTAR TABEL

Lampiran 1 Lembar penjelasan persetujuan penelitian...........cocceveeveecvenienennnene. 52
Lampiran 2 Informed CONSENt........ccccuiieiiieeiiieeiieeeieeeee e e 53
Lampiran 3 QUISIONET ......cccuveeruierieeiiienieeiiesieeteeseeeseesseeeseessseeseessseenseessnessseens 54
Lampiran 4 Surat permohonan studi pendahuluan.............c.cccoeeevieiviieieiieeenieenne, 57
Lampiran 5 Surat pengantar studi pendahuluan.............c.ccoeevevoiiiiiiniiienienieeens 58
Lampiran 6 Hasil Penelitian..........cccccveeoiieiiiiiciiieeieeee e 59
Lampiran 7 Pengisian QUISIOCT ........c.cecverriierieeiiieiieeiieniieeieesereeseesieeeseessneeseens 60
Lampiran 8 Surat permohonan izin penelitian............ccccceeeeeieeeiieencie e, 61
Lampiran 9 Surat pengantas izin penelitian ............cceeveveeeviienieenieniieenienieeeeens 62
Lampiran 10 Surat Kaji EtiK .......ccccooiiiiiiiiieeceeeeee e 63
Lampiran 11 Pemantauan Pembimbing ............cccccoovvieiiieniieiiieniieiecie e 64
Lampiran 12 Logbook Kegiatan Penelitian .............ccoccoeiiieiiiiiiiiieniiiieieeee 65
Lampiran 13 Dokumentasi Penelitian............cccocvevvvieiieniienieniiciecie e 68
Lampiran 14 Biodata...........cccuiieiiiiiiiieciieeeceee et 69

X1



Gambar 1 Kerangka Konsep ..
Gambar 2 Prosedur Penelitian

DAFTAR GAMBAR

Xii



DAFTAR LAMPIRAN

Lampiran 1 Lembar penjelasan persetujuan penelitian ...........ccceeeeveeeeveeennreennee. 52
Lampiran 2 Informed CONSENt........c.eeeeuiieeiiiieiiieeieeeee et 53
Lampiran 3 QUISTONET ......cecviieieiieeeiiieeiieeeiieeesieeeeteeesteeesreeeeereeessseeensseeennseeennns 54
Lampiran 4 Surat permohonan studi pendahuluan ............c.cccccceeeveiiiieiirennennne. 57
Lampiran 5 Surat pengantar studi pendahuluan ..............cccoeeeeiiiniiiinieeenieene, 58
Lampiran 6 Hasil Penelitian ..........ccccoeoiiieiiiieiiiccieeee e 59
Lampiran 7 Pengisian QUISIORT .........cccvieeiiiieeiiieeiieeeiieeereeeeveeeeveeeereeesevee e 60
Lampiran 8 Surat permohonan izin penelitian...........cccceeeeveeeiieeriieeeiee e 61
Lampiran 9 Surat pengantas izin penelitian...........cccceeevveeeeieeeeiieecceieeeiee e 62
Lampiran 10 Surat Kaji EtiK ........ccooooiiiiiiiiiiiiciccceeeee e 63
Lampiran 11 Pemantauan Pembimbing ............ccccoevvveiiieniieiieniieieeieececie e 64
Lampiran 12 Logbook Kegiatan Penelitian ............ccccccvevviieiieniienieniieiiecieeiens 65
Lampiran 13 Dokumentasi Penelitian............ccccceevvvieiiiinieenienieeiecie e 68

xiil



