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Kepuasan pasien merupakan salah satu indikator penting dalam menilai kualitas 

pelayanan di apotek. Pelayanan kesehatan dikatakan bermutu apabila mampu 

memberikan kepuasan bagi pasien yang dilayani. Penelitian ini bertujuan untuk 

mengetahui tingkat kepuasan pasien terhadap pelayanan kefarmasian di Apotek K-

24 Jajar kota Surakarta. Penelitian ini menggunakan metode analisis deskriptif 

dengan menggunakan kuesioner yang diberikan kepada 100 responden. 

Pengambilan sampel menggunakan teknik accidental sampling. Kuesioner terdiri 

dari 15 pertanyaan yang mewakili 5 dimensi. Hasil kuesioner diukur menggunakan 

skala Likert. Hasil persentase berdasarkan dimensi bukti fisik (tangible) mendapat 

nilai skala 86,6% (sangat puas), dimensi kehandalan (reliability) mendapat nilai 

skala 82,7% (sangat puas), dimensi ketanggapan (responsiveness) mendapat nilai 

skala 89,3% (sangat puas), dimensi jaminan (assurance) mendapat nilai skala 

87,5% (sangat puas), dimensi empati (empathy) mendapat nilai skala 90,8% (sangat 

puas). Berdasarkan kelima indikator kepuasan dapat disimpulkan bahwa tingkat 

kepuasan pasien terhadap pelayanan kefarmasian di Apotek K-24 Jajar kota 

Surakarta yaitu sangat puas dengan rata-rata persentase sebesar 87,38%.  

 

Kata kunci: Apotek; Pelayanan Farmasi; Kepuasan; Pasien 
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ABSTRACT 

 

 

Amalia Ulfah¹, Risma Sakti Pambudi², Khotimatul Khusna³ 

¹²³ Sahid Surakarta University 

¹amaliau658@gmail.com, ²rismasaktip@gmail.com, ³khotimatul.usahid@gmail.com 

Patient satisfaction is one of the crucial indicators in assessing the quality of service in 

a drugstore. Health services are of high quality if they can provide patient satisfaction. 

This study aims to determine the level of patient satisfaction with pharmaceutical 

services at Drugstore X in Surakarta. This study implemented a descriptive analysis 

method using a questionnaire to 100 respondents. Sampling used the accidental 

sampling technique. The questionnaire consists of 15 questions representing 5 

dimensions. The results of the questionnaire are measured using a Likert scale. The 

percentage results based on the tangible evidence dimension has a scale value of 86.6% 

(very satisfied), the reliability dimension gets a scale value of 82.7% (very satisfied), 

the responsiveness dimension has a scale value of 89.3% (very satisfied), the assurance 

dimension receives a scale value of 87.5% (very satisfied), the empathy dimension gets 

a scale value of 90.8% (very satisfied). Based on the five satisfaction indicators, it can 

be concluded that the level of patient satisfaction with pharmaceutical services at drug 

store x in Surakarta is very satisfied with an average percentage of 87.38%. 

Keywords: Drug Store; Pharmaceutical Services; Satisfaction 
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