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ABSTRAK

Rumah Sakit Tk. Il dr Soepraoen Malang merupakan institusi kesehatan di
bawah Kesdam V/Brawijaya. Dalampelaksanaan tugasnya Rumah Sakit Tingkat Il
dr Soepraoen Malang mempunyai tugas pokok memberikan dukungan kesehatan
dan pelayanan kesehatan untuk anggota TNI/PNS dan Kkeluarganya serta
masyarakat umum. Kualitas pelayanan yang diberikan akan berdampak pada
tingkat kepuasan pasien yang biasa disebut service quality (servqual). Penelitian ini
bertujuan untuk melihat tingkat kepuasan pelayanan kefarmasian dan mengetahui
hasil analisis tingkat kepuasan pasien rawat jalan di Instalasi Farmasi Rumah Sakit
Tk. 1l dr Soepraoen Malang berdasarkan dimensi servqual. Penelitian deskriptif
kuantitatif adalah penelitian yang menggunakan angket mengenai keadaan saat ini,
mengenai subjek yang sedang diteliti. Sampel diambil dengan metode purposive
sampling dengan kriteria inklusi dan eksklusi. Sumber data penelitian berdasarkan
kuesioner yang dibagikan pada pasien yang menebus obat di Instalasi Farmasi
Rawat Jalan Rumah Sakit Tk. Il dr Soepraoen Malang yang berisi lima indikator
service quality. Hasil penelitian tingkat kepuasan pasien terhadap pelayanan
kefarmasian menggunakan model service quality dapat disimpulkan bahwa tingkat
kepuasan pasien terhadap pelayanan kefarmasian menggunakan model service
quality menunjukkan hasil bahwa dimensi Ketanggapan (Responssivenes) sebesar
77,42%, dimensi Keyakinan (Assurance) 71,76%, dimensi Kehandalan
(Reliability) 74,91%, dimensi Empati (Emphaty) 71,59%, dan dimensi Bukti
Langsung (Tangiable) sebesar 72,37%. Dari nilai tersebut menunjukkan bahwa
pelayanan yang diberikan oleh Rumah Sakit sudah sesuai ekspektasi masyarakat.
Dari hasil penelitian ini didapatkan bahwa tingkat kepuasan pasien untuk pelayanan
farmasi sudah cukup memuaskan, namun tetap membutuhkan peningkatan mutu

pelayanan guna mencapai angka target yang telah ditentukan.

Kata Kunci: kepuasan, pelayanan kefarmasian, rumah sakit
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ABSTRACT
Rumah Sakit Tkl dr Soepraoen Malang is a health institution under Kesdam
V/Brawijaya. In carrying out its duties, Rumah Sakit Tkll dr Soepraoen Malang has
the main task of providing health support and health services for members of the
TNI/PNS and their families and the general public. The quality of services provided
will have an impact on the level of patient satisfaction which is commonly called
service quality (servqual). This study aims to see the level of satisfaction with
pharmaceutical services and to find out the results of the analysis of the satisfaction
level of outpatients at the Pharmacy Installation of Rumah Sakit TKI1I dr Soepraoen
Malang based on the servqual dimension. Quantitative descriptive research is
research that uses a questionnaire regarding the current situation, regarding the
subject being studied. Samples were taken by purposive sampling method with
inclusion and exclusion criteria. Sources of research data based on questionnaires
distributed to patients who redeem drugs at the Outpatient Pharmacy Installation
of Rumah Sakit Tkll dr Soepraoen Malang which contains five indicators of service
quality. The results of the research on the level of patient satisfaction with
pharmaceutical services using the service quality model can be concluded that the
level of patient satisfaction with pharmaceutical services using the service quality
model shows that the Responsiveness dimension is 77.42%, the Assurance
dimension is 71.76%, the Reliability 74.91%, Empathy dimension 71.59%, and
Tangiable dimension 72.37%. This value indicates that the services provided by the
Community Health Center meet the expectations of the community. The results of
this study it was found that the level of patient satisfaction for pharmaceutical
services was quite satisfactory, but still requires an increase in service quality in

order to achieve the predetermined target numbers.

Keywords: satisfaction, pharmaceutical services, Rumah Sakit
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