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Pelayanan kefarmasian di apotek berperan penting menjamin ketersediaan obat
yang aman, bermutu dan berkhasiat. Kepuasan pasien merupakan salah satu
indikator penting yang harus diperhatikan dalam pelayanan kesehatan. Penelitian
ini bertujuan untuk mengetahui gambaran tingkat kepuasan pasien terhadap
pelayanan kefarmasian di Apotek Rizky Peni Farma Plesungan. Penelitian ini
menggunakan jenis penelitian deskriptif kuantitatif dengan pendekatan cross-
sectional. Jumlah sampel pada penelitian ini sebanyak 100 responden yang
ditentukan melalui teknik purposive sampling. Analisis data menggunakan
perhitungan skor persentase kategorik yaitu membandingkan skor aktual dengan
skor ideal lalu dikalikan 100 untuk memperoleh persentase. Hasil penelitian
menunjukkan bahwa seluruh dimensi pelayanan masuk kategori sangat puas yaitu
dimensi kehandalan (83,47%), dimensi ketanggapan (81,00%), dimensi jaminan
(81,70%), dimensi empati (82,70%), dimensi bukti langsung (81,47%). Secara
keseluruhan, tingkat kepuasan pasien terhadap pelayanan kefarmasian mencapai
82,07% dengan kategori sangat puas. Kesimpulan penelitian ini menunjukkan
bahwa pelayanan kefarmasian di Apotek Rizky Peni Farma Plesungan telah
memenuhi harapan pasien pada semua aspek pelayanan sehingga menjadi dasar
bagi peningkatan mutu layanan berkelanjutan.

Kata Kunci: Kepuasan; Pasien; Apotek; Kefarmasian
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ABSTRACT
Winanti Puji Utami™', Risma Sakti Pambudi?, Khotimatul Khusna?
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Surakarta University
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Pharmaceutical services at pharmacies play a significant role in ensuring the
availability of safe, high-quality, and effective drugs. Patient satisfaction is a crucial
indicator of healthcare delivery. This study aims to assess patient satisfaction with
pharmaceutical services at Rizky Peni Farma Pharmacy in Plesungan. This study
employed a quantitative descriptive with a cross-sectional approach. A sample size of
100 respondents was selected through purposive sampling. Data analysis employed a
categorical percentage score calculation by comparing the actual score with the ideal
score and multiplying by 100 to obtain a percentage. The results show that all service
dimensions are categorized as highly satisfied, including reliability (83.47%),
responsiveness (81.00%), assurance (81.70%), empathy (82.70%), and direct evidence
(81.47%). Overall, patient satisfaction with pharmaceutical services reaches 82.07%
and is categorised as highly satisfied. The conclusion indicates that pharmaceutical
services at Rizky Peni Farma Pharmacy in Plesungan have met patient expectations in
all aspects of service, so it provides a foundation for continuous service quality
improvement.

Keywords: Satisfaction; Patients; Pharmacy; Pharmacy
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