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ABSTRACT

ANALYSIS OF OUTPATIENT SATISFACTION WITH
PHARMACEUTICAL SERVICES

(Research was conducted at Installation Pharmaceutical Lavalette
Hospital, Malang City)

Erin Rahmawati"), Mutiara Titani'”, Alvina Arum Puspitasari®
Program Study of Pharmacy, Faculty Of Health Science, University Of
Muhammadiyah Malang'"

(Background) Patient satisfaction is the degree to which a patient’s feelings
arise after comparing expectations and perceived performance. Pharmaceutical
services are direct and responsible for patients who are concerned with
pharmaceutical preparations with the intention of achieving definite results to
improve the quality of life of patients.

(Research Purpose) To find out the outpatient satisfaction in  the
pharmaceutical installation of the lavalette hospital in malang city for
pharmaceutical services.

(Research Methods) This study was a descriptive study with a sample of 389
respondents by collecting research data using questionnaires.

(Results and conclusions) Results of research conducted at the Installation
Pharmaceutical Lavalette Hospital Malang City shows that outpatient’s
satisfaction with pharmaceutical services with five dimension related to service
quality (servqual) has not been satisfied with the many negative GAP values.
GAP values with negative are dimension tangibles (-0,42), dimension reliability
(-0,74), dimension responsiveness (-0,40), dimension assurance (-0,25), and
dimension empathy (-0,33). The results of the importance performance analysis
(IPA) on the cartesian chart that needs to be improved immediately include in
quadrant A which is a statement related to support facilities, avaibility of drugs,
explanation of side effects, service waiting time, and responsiveness in response
to patient requests or complaints, this can increase outpatient satisfaction with
pharmaceutical services at the Installation Pharmaceutical Lavalette Hospital
Malang City.

Keywords: Pharmaceutical services, Hospital, Patients Satisfaction
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ABSTRAK

ANALISIS KEPUASAN PASIEN RAWAT JALAN TERHADAP
PELAYANAN KEFARMASIAN

(Penelitian dilakukan di Instalasi Farmasi Rumah Sakit Lavalette Kota
Malang)

Erin Rahmawati"), Mutiara Titani'”, Alvina Arum Puspitasari®
Program Studi Farmasi, Fakultas I[lmu Kesehatan, Universitas Muhammadiyah
Malang'"

(Latar Belakang) Kepuasan pasien adalah tingkatan perasaan pasien yang
muncul setelah membandingkan harapan dan kinerja yang dirasakan. Pelayanan
kefarmasian merupakan suatu pelayanan langsung dan bertanggung jawab
terhadap pasien yang berkaitan dengan sediaan farmasi dengan maksud
mencapai hasil pasti untuk meningkatkan mutu kehidupan pasien.

(Tujuan) Penelitian ini bertujuan untuk mengetahui kepuasan pasien rawat
jalan di Instalasi Farmasi Rumah Sakit (IFRS) Lavalette Kota Malang terhadap
pelayanan kefarmasian.

(Metode) Penelitian ini merupakan penelitian deskriptif dengan jumlah sampel
389 responden dengan pengambilan data penelitian menggunakan kuesioner.
(Hasil dan Kesimpulan) Hasil Penelitian yang dilakukan di Instalasi Farmasi
Rumah Sakit Lavalette Kota Malang menunjukkan bahwa kepuasan pasien
rawat jalan terhadap pelayanan kefarmasian terhadap lima dimensi terkait
kualitas pelayanan (servqual) belum memuaskan yang ditunjukkan dengan
banyaknya nilai GAP negative. Nilai GAP (kesenjangan) dengan nilai negative
yaitu dimensi bukti fisik (tangibles) (-0,42), dimensi kehandalan (reliability) (-
0,74), dimensi daya tanggap (responsiveness) (-0,40), dimensi keyakinan
(assurance) (-0,25), dan dimensi empati (empathy) (-0,33). Sedangkan hasil
importance Performance Analysis (IPA) pada diagram kartesius yang perlu
segera ditingkatkan termasuk kedalam kuadran A yang merupakan pernyataan
terkait fasilitas pendukung, ketersediaan obat, mengenai penjelasan efek
samping obat (ESO), waktu tunggu pelayanan dan ketanggapan dalam
merespon permintaan atau keluhan pasien.

Kata Kunci: Pelayanan Kefarmasian, Rumah Sakit, Kepuasan Pasien
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