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ABSTRAK 

Mawarani, Dita Rosalina, 2023, Tingkat Kepuasan Pasien pada Pelayanan 

Kefarmasian di Apotek Kimia Farma Lawang Kota Malang. Karya Tulis 

Ilmiah. Program Studi diploma III ITSK RS dr, Soepraoen Malang. 

Pembimbing I apt. Nanang Ardianto, S.Farm., M. Farm-Klin.; 

Pembimbing II apt. Aldesra Fitri., M.Farm 

Kesejahteraan masyarakat adalah aspek penting dalam sistem 

ekonomi dan pengembangan sistem sosial pada masyarakat yaitu 

perlindungan kesehatan oleh pemerintah. Apotek sebagai salah satu 

sarana layanan kefarmasian tempat dilakukannya praktik kefarmasian oleh 

Apoteker untuk mendapatkan informasi mengenai obat. Penelitian ini 

bertujuan untuk mengetahui seberapa puas pasien dalam pelayanan 

kefarmasian di Apotek Kimia Farma Lawang. Jenis penelitian 

menggunakan metode kuantitatif “non eksperimental” deskriptif. Cara 

pengambilan sampel menggunakan teknik purposive sampling. Sampel 

yang diperoleh sebanyak 100 responden. Metode perhitungan tingkat 

kepuasan pasien menggunakan motode Customer Satisfaction Indeks 

(CSI). Hasil penelitian didapatkan tingkat kepuasan pada dimensi 

kehandalan 92,8% (sangat puas), ketanggapan 91,8% (sangat puas), 

jaminan 89,4% (sangat puas), empati 95% (sangat puas), bukti langsung 

95,6% (sangat puas). Kesimpulan penelitian ini, tingkat kepuasan pasien 

terhadap pelayanan kefarmasian di Apotek Kimia Farma Lawang sebesar 

92,92% dengan kategori sangat puas. 

 

Kata kunci : Apotek, Pelayanan Kefarmasian, Tingkat Kepuasan Pasien 
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ABSTRACT 

Mawarani, Dita Rosalina, 2023, Level of Patient Satisfaction in 

Pharmaceutical Services at Kimia Farma Lawang Pharmacy, Malang 

City. Scientific papers. ITSK Diploma III Study Program Dr. Soepraoen 

Hospital Malang. Supervisor I apt. Nanang Ardianto, S.Farm., M. 

Farm-Klin.; Supervisor II apt. Aldesra Fitri., M.Farm 

Community welfare is an important aspect of the economic system and 

the development of social systems in society, namely health protection by 

the government. Pharmacy as one meanspharmaceutical services where 

pharmacists practice pharmacy to obtain information about drugs. This 

study aims to determine how satisfied patients are with pharmaceutical 

services at Kimia Farma Lawang Pharmacy. This type of research uses 

descriptive quantitative "non-experimental" methods. How to take samples 

using techniquespurposive sampling. The samples obtained were 100 

respondents. The method of calculating the level of patient satisfaction 

using the methodCustomer Satisfaction Indeks (CSI). The results showed 

that the level of satisfaction on the reliability dimension was 92.8% (very 

satisfied), responsiveness was 91.8% (very satisfied), assurance was 

89.4% (very satisfied), empathy was 95% (very satisfied), direct evidence 

was 95.6 % (very satisfied). The conclusion of this study, the level of patient 

satisfaction with pharmaceutical services at Kimia Farma Lawang 

Pharmacy was 92.92% in the very satisfied category. 

 

Keywords : Level of Patient Satisfaction, Pharmaceutical Services, 

Pharmacy 
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