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ABSTRAK

Latar Belakang: Pelayanan Kefarmasian di rumah sakit meliputi pengelolaan
sediaan farmasi, alat kesehatan, barang medis habis pakai dan pelayanan farmasi
klinik. Dalam pelayanan kefarmasian kepada pasien, kepuasan pasien juga
mempengaruhi kualitas pelayanan kefarmasian rumah sakit. Kepuasan pasien
adalah hal yang beragam, karena tergantung pada setiap sudut pandang masing-
masing pasien. Kepuasan pasien bermanfaat bagi pihak rumah sakit untuk
mengevaluasi kualitas pelayanan kefarmasian. Tujuan: Mengetahui bagaimana
kepuasan pasien terhadap pelayanan kefarmasian rawat jalan di Rumah Sakit “X”
Kabupaten Malang menggunakan metode SERVQUAL. Metode: Penelitian ini
merupakan penelitian observasional dengan pendekatan cross sectional.
Pengambilan data melalui wawancara menggunakan teknik purpossive sampling
pada sampel sebanyak 80 pasien atau keluarga pasien. Analisis data menggunakan
metode SERVQUAL berupa kuesioner berdasarkan 5 dimensi aspek kepuasan yaitu
penampilan (tangibles), ketanggapan (responsiveness), jaminan (assurance),
empati (emphaty) dan keandalan (reliability). Hasil: Penelitian menunjukkan
bahwa tingkat kepuasan dan analisa gap pasien atau keluarga pasien ditinjau dari 5
dimensi, yaitu; penampilan (tangible) nilai kepuasan 93,33% dan gap -0,22,
ketanggapan (responsiveness) nilai kepuasan 94,50% dan gap -0,18, jaminan
(assurance) nilai kepuasan 93,25% dan gap -0,23, empati (emphaty) nilai kepuasan
93,50% dan gap -0,20 serta keandalan (reliability) nilai kepuasan 92,92% dan gap
-0,24. Tiap dimensi memiliki persentase kategori sangat puas dengan nilai gap
tertinggi ada pada dimensi dan keandalan (reliability) (-0,24). Kesimpulan: Tiap
dimensi memiliki persentase kategori sangat puas dengan nilai gap tertinggi ada
pada dimensi keandalan (reliability). Gap tertinggi menandakan realita yang
diterima masih belum sesuai dengan harapan/ekspektasi.

Kata Kunci: Instalasi Farmasi, Kepuasan Pasien, Pelayanan Kefarmasian.
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ABSTRACT

Background: Hospital pharmaceutical services encompass the management of
pharmaceutical supplies, medical devices, and medical consumables, as well as
clinical pharmacy services. Patient satisfaction plays a role in the overall quality
of these services. Satisfaction is a multifaceted concept, as it depends on each
patient's individual perspective. Understanding patient satisfaction helps the
hospital gauge the quality of its pharmaceutical services. Objective: To assess
patient satisfaction regarding outpatient pharmaceutical services at Hospital "X"
in Malang Regency using the SERVQUAL method. Methods: This was an
observational study with a cross-sectional design. Data were collected through
interviews using purposive sampling, involving a sample of 80 patients or their
family members. Data analysis employed the SERVQUAL method via a
questionnaire based on five dimensions of satisfaction: tangibles, responsiveness,
assurance, empathy, and reliability. Results: The study shows that the level of
satisfaction and gap analysis of patients or patient families, viewed from 5
dimensions, are as follows: appearance (tangible) satisfaction score 93.33% and
gap -0.22, responsiveness satisfaction score 94.50% and gap -0.18, assurance
satisfaction score 93.25% and gap -0.23, empathy satisfaction score 93.50% and
gap -0.20, and reliability satisfaction score 92.92% and gap -0.24. Each dimension
has a percentage in the very satisfied category, with the highest gap found in the
reliability dimension (-0.24). Conclusion: Each dimension has a percentage in the
very satisfied category, with the highest gap in the reliability dimension. The
highest gap indicates that the reality received is still not in line with the
expected/anticipated outcome.

Keywords: Pharmaceutical Services, Patient Satisfaction, Pharmacy Installation.
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