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ABSTRAK 
 

Anwar, Choirul., 2021, Kepuasan Pasien Rawat Jalan Terhadap Pelayanan 
Kefarmasian Di Rumah Obat Klinik Pratama Yudha Bhakti Husada 
Malang. Karya Tulis Ilmiah. Program Studi Diploma III Farmasi ITSK 
RS dr. Soepraoen Malang. Pembimbing 1. Apt. Rudy Mardianto, 
S.Si, MM. Pembimbing 2. Apt. Rakhmadani Gadis Aprilianti, M.Farm 

 

Kepuasan merupakan fungsi dari kesan kinerja dan harapan.  
Kepuasan pelanggan dalam kaitannya dengan pelayanan kefarmasian 
dapat diukur berdasarkan lima dimensi yaitu tangible (bukti fisik), reliability 
(kehandalan) responsiveness (ketanggapan), assurance (jaminan), 
emphaty (empati). Desain penelitian ini merupakan penelitian deskriptif 
dengan menggunakan Survey. Metode pengumpulan data dengan 
kuesioner yang akan dibagikan ke responden pada bulan Februari 2021. 
menggunakan teknik Quota sampling sebanyak 100 orang pasien yang 
memenuhi kriteria inklusi dan kriteria eksklusi. Hasil penelitian 
menunjukkan bahwa karakteristik responden dengan jumlah pasien yang 
berjenis kelamin perempuan (54%), berdasarkan umur yang paling banyak 
adalah 26-45 tahun (82%), pekerjaan adalah pegawai 
Negri/PNS/ABRI/Pensiunan (26%), pendidikan terbanyak responden 
adalah SMA (51%). Tingkat kepuasan pada dimensi Tangible (bukti fisik) 
dengan kriteria sangat puas (83.7%), untuk dimensi Reliability (keandalan) 
dengan kriteria sangat puas (82.7%), Responsiveness (ketanggapan) 
dengan kriteria sangat puas (82.7%), Assurance (Jaminan) dengan dengan 
kriteria sangat puas (84.27%), Empathy (Perhatian) dengan kategori kriteria 
sangat puas (84.1%). Dengan rata-rata persentase interpretasi skor 
83.39%  masuk dalam kategori kriteria sangat puas. Berdasarkan hasil 
penelitian ini, dapat disimpulkan bahwa bahwa untuk tingkat kepuasan 
responden keseluruhan dimensi didapatkan hasil paling tinggi dengan 
kriteria puas dengan skor 55 orang, kriteria sangat puas dengan skor 42 
orang, kriteria cukup puas dengan skor 3 orang, sedangkan pada kriteria 
kurang puas dan tidak puas dengan skor 0 orang. 

 
Kata kunci : Kepuasan pasien, Pelayanan kefarmasian, Rumah Obat. 
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ABSTRACT 
 

Anwar, Choirul., 2021, Outpatient Satisfaction with Pharmaceutical 
Services at the Yudha Bhakti Husada Hospital Medicine Clinic, 
Malang. Scientific papers. ITSK Diploma III Pharmacy Study Program 
RS dr. Soepraoen Malang. Supervisor 1. Apt. Rudy Mardianto, S.Si, 
MM. Supervisor 2. Apt. Rakhmadani Gadis Aprilianti, M.Farm 

 
Satisfaction is a function of perceived performance and expectations. 

Customer satisfaction in relation to pharmaceutical services can be 
measured based on five dimensions, namely tangible (physical evidence), 
reliability (reliability), responsiveness (responsiveness), assurance 
(guarantee), empathy (empathy). The design of this study is a descriptive 
study using a survey. The method of collecting data is a questionnaire that 
will be distributed to respondents in February 2021. Using the Quota 
sampling technique as many as 100 patients who meet the inclusion criteria 
and exclusion criteria. The results showed that the characteristics of the 
respondents with the number of patients were female (54%), based on age 
the most were 26-45 years (82%), occupations were State 
employees/PNS/ABRI/Retirees (26%), the most education respondents are 
high school (51%). The level of satisfaction on the Tangible dimension 
(physical evidence) with very satisfied criteria (83.7%), for the Reliability 
dimension (reliability) with very satisfied criteria (82.7%), Responsiveness 
(responsiveness) with very satisfied criteria (82.7%), Assurance 
(Assurance) with very satisfied criteria (84.27%), Empathy (Attention) with 
very satisfied criteria category (84.1%). With an average percentage 
interpretation score of 83.39%, it falls into the category of very satisfied 
criteria. Based on the results of this study, it can be concluded that for the 
overall respondent satisfaction level the highest results obtained with the 
criteria being satisfied with a score of 55 people, the criteria being very 
satisfied with a score of 42 people, the criteria being quite satisfied with a 
score of 3 people, while the criteria for being less satisfied and not satisfied 
with the score 0 people. 

Keywords: Patient satisfaction, pharmaceutical services, medicine house. 
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