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ABSTRAK 
 
Anisah, Palupi., 2022, Tingkat Kepuasan Pasien BPJS Terhadap Pelayanan 
Kefarmasian di Apotek Kimia Farma Ijen. Karya Tulis Ilmiah. Program Studi 
Diploma III Farmasi ITSK RS dr. Soepraoen Malang. Pembimbing I Apt. 
Mayang Aditya, M.Farm. Pembimbing 2. Fendi Yoga W, M.Farm 
 

Kepuasan pasien terhadap suatu pelayanan akan membangun sebuah 
persepsi terkait baik buruknya suatu pelayanan kefarmasian. Untuk tetap 
menjamin mutu suatu apotek dalam menjalankan pelayananan kefarmasian, 
analisis kepuasan pasien terhadap suatu pelayanan di Apotek perlu 
dilakukan. Ketidakpuasan pengunjung pada suatu layanan yang 
didapatkannya di apotek dapat mengarah ke angka penurunan kunjungan 
pasien ke apotek. Tujuan penelitian ini adalah untuk mengetahui tingkat 
kepuasan pasien BPJS terhadap pelayanan kefarmasian di Apotek Kimia 
Farma Ijen. Metode penelitian ini menggunakan metode deskriptif. Sampel 
dalam penelitian ini adalah 91 pengunjung pasien BPJS di Apotek Kimia 
Farma Ijen yang memenuhi kriteria inklusi. Hasil penelitian menunjukkan 
bahwa persentase kepuasan pada dimensi bukti fisik (tangible) 66,43%, daya 
tanggap (responsiveness) 61,45%, empati (empathy) 63,43%, jaminan 
(assurance) 65,86%, dan kehandalan (reliability) 63,08%. Penelitian ini dapat 
disimpulkan bahwa dimensi kepuasan pelanggan pasien BPJS terhadap 
pelayanan kefarmasian di Apotek Kimia Farma Ijen memiliki rata-rata 
persentase kepuasan sebesar 64,05% dan masuk ke dalam kategori puas. 
 
Kata kunci: apotek, bukti fisik, daya tanggap, empati, kehandalan, kepuasan, 

jaminan 
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ABSTRACT 
 
Anisah, Palupi., 2022, BPJS Patient Satisfaction Levels with Pharmaceutical 
Services at Kimia Farma Ijen Pharmacy. Scientific papers. ITSK Diploma III 
Pharmacy Study Program RS dr. Soepraoen Malang. Supervisor I Apt. 
Mayang Aditya, M. Farm. Supervisor 2. Fendi Yoga W, M. Farm 
 

Patient satisfaction with a service will build a perception related to the 
good and bad of a pharmaceutical service. To continue to guarantee the 
quality of a pharmacy in carrying out pharmaceutical services, an analysis of 
patient satisfaction with a service at the pharmacy needs to be carried out. 
Dissatisfaction of visitors with a service they get at the pharmacy can lead to 
a decrease in patient visits to the pharmacy. The purpose of this study was to 
determine the level of satisfaction of BPJS patients with pharmaceutical 
services at Kimia Farma Ijen Pharmacy. This research method uses 
descriptive method. The sample in this study were 91 visitors to BPJS 
patients at Kimia Farma Ijen Pharmacy who met the inclusion criteria. The 
results showed that the percentage of satisfaction on the dimensions of 
physical evidence (tangible) 66.43%, responsiveness (responsiveness) 
61.45%, empathy (empathy) 63.43%, assurance (assurance) 65.86%, and 
reliability (reliability) 63.08%. This study can be concluded that the 
dimensions of customer satisfaction BPJS patients with pharmaceutical 
services at Kimia Farma Ijen Pharmacy have an average satisfaction 
percentage of 64.05% and fall into the satisfied category. 
 
Keywords: assurance, drug store, empathy, reliability, responsiveness, 

satisfaction, tangible 
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