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ABSTRAK 

Febriyanti, Anissa. 2021, Tingkat Kepuasan Konsumen Terhadap 

Pelayanan Kefarmasian di Apotek Rejoasri Farma Malang. 

Karya Tulis Ilmiah. Program Studi Diploma III Farmasi Institut 

Teknologi Sains dan Kesehatan RS dr. Soepraoen Malang. 

Pembimbing 1 Apt. Rudy Mardianto,S.Si,M.M. pembimbing 2 

Apt. Nanang Ardianto,M.Farm-Klin.  

 

Pelayanan kefarmasian murakan suatu pelayanan langsung dan 

bertanggung jawab kepada pasien yang berkaitan dengan sediaan 

farmasi dengan maksud mencapai hasil yang pasti untuk meningkatkan 

mutu kehidupan pasien. Tujuan penelitian ini untuk mengetahui tingkat 

kepuasan konsumen dalam pelayanan kefarmasian di Apotek Rejoasri 

Farma Malang. Penelitian yang dilakukan bersifat deskriptif dengan cross 

sectional study terhadap konsumen yang datang ke apotek rejoasri farma. 

Metode yang pengambilan sampel dilakukan dengan menggukan metode 

Quota sampling, didapatkan sebanyak 100 konsumen. Hasil rata – rata 

persentase pengamatan menunjukkan bahwa tingkat kepuasan konsumen 

terhadap pelayanan kefarmasian di Apotek Rejoasri Farma Malang yaitu : 

Tangible rata – rata persentasenya 82,6%, Reability rata – rata 

persentasenya 75,9%, Responsiveness rata – rata persentasenya 74,3%, 

Assurance rata – rata persentasenya 71,8%, Empathy rata – rata 

persentasenya 74,9%.  Berdasarkan penelitian yang telah dilakukan dapat 

disimpulkan bahwa konsumen merasa puas terhadap pelayanan di apotek 

Rejoasri Farma hal ini ditunjukkan dari kelima diemensi yaitu dengan rata-

rata presentase skor sebanyak 75,9%. 

 

 

Kata kunci : kepuasan,  kefarmasian, pelayanan  
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ABSTRACT 

Febriyanti, Anissa. 2021, Level of Consumer Satisfaction with 

Pharmaceutical Services at Rejoasri Farma Pharmacy 

Malang. Scientific papers. Diploma III Pharmacy Study 

Program, Institute of Health and Science Technology, dr. 

Soepraoen Malang. Supervisor 1 Apt. Rudy Mardianto, S.Si, 

M.M. supervisor 2 Apt. Nanang Ardianto, M. Farm-Klin. 

 

 Pharmaceutical service is a direct and responsible service to patients 

related to pharmaceutical preparations with the aim of achieving definite 

results to improve the quality of life of patients. The purpose of this study 

was to determine the level of consumer satisfaction in pharmaceutical 

services at the Rejoasri Farma Pharmacy Malang. This research is 

descriptive with a cross sectional study of consumers who come to the 

pharmacy Rejoasri Farma. The sampling method is done by using the 

Quota sampling method, obtained as many as 100 consumers. The results 

of the average percentage of observations show that the level of 

consumer satisfaction with pharmaceutical services at Apotek Rejoasri 

Farma Malang, namely: Tangible average percentage is 82.6%, Reliability 

average percentage is 75.9%, Responsiveness average is 74.3% , 

Assurance - the average percentage is 71.8%, Empathy - the average 

percentage is 74.9%. Based on the research that has been done, it can be 

concluded that consumers are satisfied with the service at the Rejoasri 

Farma pharmacy, this is indicated by the five dimensions, namely the 

average percentage score of 75.9%. 
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