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ABSTRAK 

 

Pelayanan Informasi Obat (PIO) merupakan bagian penting dari pelayanan 

kefarmasian karena membantu meningkatkan kepatuhan pasien, mencegah 

kesalahan penggunaan obat, dan mendukung keberhasilan terapi. Di Puskesmas 

Cibeureum, pelayanan diberikan oleh satu apoteker dan satu asisten apoteker 

dengan rata-rata 73 pasien per hari. Beban kerja yang tinggi ini berpotensi 

memengaruhi kualitas informasi obat yang diterima pasien. Penelitian ini bertujuan 

untuk mengetahui gambaran tingkat kepuasan pelayanan informasi obat pada 

pasien rawat jalan di Puskesmas Cibeureum Kota Tasikmalaya. 

Metode penelitian yang digunakan adalah deskriptif kuantitatif dengan 

pengumpulan data melalui kuesioner kepada pasien rawat jalan yang memenuhi 

kriteria inklusi. Jumlah responden sebanyak 100 orang yang dipilih menggunakan 

teknik purposive sampling. Penentuan jumlah sampel dilakukan dengan rumus 

Slovin. Variabel yang diteliti meliputi lima dimensi kepuasan pelayanan 

berdasarkan teori SERVQUAL, yaitu tangible (bukti fisik), reliability (keandalan), 

responsiveness (daya tanggap), assurance (jaminan), dan empathy (empati). 

Tingkat kepuasan pasien pada setiap dimensi diukur menggunakan skala likert 1–

4. 

Hasil penelitian menunjukkan bahwa karakteristik responden didominasi 

oleh perempuan sebanyak 77 responden (77%), tingkat pendidikan SMA sebanyak 

37 responden (37%), usia 46–55 tahun sebanyak 29 responden (29%), dan 

pekerjaan sebagai ibu rumah tangga sebanyak 63 responden (63%). Hasil penelitian 

menunjukkan bahwa seluruh dimensi pelayanan informasi obat termasuk dalam 

kategori sangat puas. Dimensi assurance memperoleh nilai tertinggi sebesar 

87,75%, diikuti empathy sebesar 85,75%, responsiveness sebesar 83,08%, tangible 

sebesar 78,25%, dan reliability sebesar 77,00%. 
Kata Kunci: Kepuasan pasien, pelayanan informasi obat, lima dimensi kepuasan 
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ABSTRACK 

 

Drug Information Services (DIO) are a crucial component of 

pharmaceutical care because they help improve patient compliance, prevent 

medication errors, and support successful therapy. At the Cibeureum Community 

Health Center (Puskesmas), services are provided by one pharmacist and one 

assistant pharmacist, with an average of 73 patients per day. This high workload 

has the potential to impact the quality of drug information received by patients. 

This study aims to determine the level of satisfaction with drug information services 

among outpatients at the Cibeureum Community Health Center in Tasikmalaya 

City. 

The research method used was descriptive quantitative, with data collected 

through questionnaires from outpatients who met the inclusion criteria. A total of 

100 respondents were selected using purposive sampling. The sample size was 

determined using the Slovin formula. The variables studied included five 

dimensions of service satisfaction based on SERVQUAL theory: tangibles, 

reliability, responsiveness, assurance, and empathy. Patient satisfaction levels for 

each dimension were measured using a Likert scale of 1–4. 

The results showed that respondents were predominantly female (77 

respondents), with 37 respondents having a high school education (37%), 29 

respondents aged 46–55 years (29%), and 63 respondents working as housewives 

(63%). The results showed that all dimensions of drug information services were 

categorized as very satisfied. The assurance dimension obtained the highest value 

of 87.75%, followed by empathy at 85.75%, responsiveness at 83.08%, tangible at 

78.25%, and reliability at 77.00%. 

Keywords: Patient satisfaction, drug information services, five dimensions of 

satisfaction  


