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PRAKATA
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INTISARI

Apotek merupakan toko tempat meramu obat dan tempat yang menjual obat
eceran baik dengan resep dokter serta juga memiliki fungsi sebagai tempat yang
menjual berbagai produk kesehatan lainnya. Pemerintah mengatur standar
pelayanan kefarmasian di apotek pada Permenkes No. 73 tahun 2016 untuk
menjamin kualitas pelayanan kefarmasian. Terpenuhinya standar pelayanan
kefarmasian tersebut diharapkan dapat memenuhi harapan pasien saat menerima
pelayanan kefarmasian. Terdapat 5 dimensi untuk mengukur kepuasan pasien yaitu
Tangible (Bukti Fisik), Reliability (Kehandalan), Responsiveness (Daya Tanggap),
Assurance (Jaminan) dan Emphaty (Empati). Penelitian bertujuan untuk
mengetahui gambaran kepuasan pelanggan terhadap pelayanan kefarmasian di
Apotek X Kecamatan Cisayong.

Penelitian ini merupakan penelitian kuantitatif dengan pendekatan
deskriptif dan teknik pengambilan sampel accidental sampling. Data diperoleh
dengan membagikan kuesioner yang diisi oleh pelanggan Apotek X. Penelitian
dilakukan di Apotek X di Kecamatan Cisayong.

Hasil penelitian menunjukkan bahwa tingkat kepuasan pelanggan terhadap
pelayanan kefarmasian di Apotek X berada pada kategori sangat puas dengan nilai
rata-rata sebesar 84,72%. Berdasarkan 5 dimensi yaitu dimensi Bukti Fisik
(Tangible) sebanyak 81,5%, dimensi Jaminan (Assurance) 83,4%, dimensi Daya
Tanggap (Responsiveness) sebanyak 84,9%, dimensi Kehandalan (Reliability)
sebanyak 85%, dimensi Empati (Emphaty) sebanyak 88,8% dari total 40 orang
responden.

Kata Kunci : Kepuasan, Kualitas pelayanan Kefarmasian, Apotek, Cisayong



ABSTRACT

The pharmacy is a convenience store that sells both retail and Perscription
medicines and also has a function of selling various other health products. The
government regulates the standard of kefarmasian service at pharmacies at the
Ministry of Health No. 73 in 2016 to ensure the quality of kefarmasian services.
The fulfillment of Pharmaceutical services standards is expected to meet the
expectations of patients when receiving kefarmasian services. There are 5
dimensions to measure patient satisfaction namely Tangible (Physical Evidence),
Reliability ~ (Reliability), Responsiveness (Response Power), Assurance
(Guaranteed) and Emphathy (Empathy). The research aims to find out the picture
of customer satisfaction with the service of kefarmasian at Pharmacy X Cisayong
District.

This study is a quantitative study with a descriptive approach with
accidental sampling techniques. Data are obtained by handing out questionnaires
filled out by pharmacy customers. The research was conducted at Pharmacy X in
Cisayong District.

Research results show that the level of customer satisfaction with the service
of versatility at Pharmacy X was in the category of highly satisfied with an average
value of 84.72%, based on the Reliability dimension as much as 85%, the
Responsiveness dimension as 84.9%, the Assurance dimension (Assurance) 83.4%,
the Empathy dimension (Emphathy) as 88.8%, and the Tangible dimension as
81,5%, services of the total 40 respondents.

Keywords: Satisfaction, Quality of pharmaceutical services, Pharmacy, Cisayong






