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INTISARI 

 

Latar Belakang: Kepuasan pasien merupakan salah satu indikator mutu 

pelayanan, karena kepuasan yang tinggi menjadi indikasi keterampilan dan 

kualifikasi pelayanan yang memenuhi standar. Oleh karena itu, puskesmas sebagai 

fasilitas kesehatan tingkat pertama yang mampu memberikan pelayanan yang 

baik. 

Tujuan Penelitian: Penelitian ini bertujuan untuk mengevaluasi tingkat kepuasan 

pasien terhadap pelayanan kefarmasian di Instalasi Farmasi rawat jalan 

berdasarkan 5 dimensi kehandalan (reliability, ketanggapan (responsiveness), 

empati (empathy), bukti fisik (tangible) dan jaminan (assurance)di Puskesmas 

Getasan Kabupaten Semarang. 

Metode Penelitian: penelitian ini merupakan survey deskriptif melalui 

pendekatan kuantitatif dengan menggunakan teknik pengumpulan data kuesioner. 

Sampel pada penelitian ini sebanyak 94 responden diambil secara accidental 

sampling kemudian data dianalisis menggunakan analisis nilai indeks maksimal 

dan minimal 

Hasil: Perhitungan nilai indeks kepuasan dilihat dari rata-rata masing-masing 

dimensi tingkat kepuasan pasien. tingkat kepuasan berdasarkan dimensi 

kehandalan dengan nilai indeks 60,7 kategori sedang, dimensi daya tanggap 

dengan nilai indeks  72,6 kategori sedang, dimensi jaminan dengan nilai indeks 

67,4 kategori sedang, dimensi empati dengan nilai indeks 64,2 kategori  sedang 

dan dimensi bukti fisik dengan nilai indeks 70,0 kategori sedang. Rata-rata nilai 

indeks secara keseluruhan 67,6 kategori sedang. 

Kesimpulan: Evaluasi kepuasan pasien terhadap pelayanan farmasi di Puskesmas 

Getasan Kabupaten Semarang berdasarkan 5 dimensi rata-rata nilai indeks 67,6 

kategori sedang. 

Kata kunci : Kepuasan, Kualitas Pelayanan, Puskesmas 

Kepustakaan : 56 pustaka (2009-2019) 
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ABSTRACT 

 

Background: Patient satisfaction is one indicator of service quality, because high 

satisfaction is an indication of skills and service qualifications that meet standards. 

Therefore, the puskesmas as the first level health facility is able to provide good 

service. 

Research Objectives: This study aims to evaluate the level of patient satisfaction 

with pharmaceutical services in outpatient pharmacy based on 5 dimensions of 

reliability (reliability, responsiveness), empathy (empathy), physical evidence 

(tangible) and assurance (assurance) at Getasan District Health Center. Semarang. 

Research Methods: This research is a descriptive survey through a quantitative 

approach using a questionnaire data collection technique. The sample in this study 

as many as 94 respondents were taken by accidental sampling then the data were 

analyzed using the index value analysis technique. 

Result: The calculation of the satisfaction index value is seen from the average of 

each dimension of the level of patient satisfaction. the level of satisfaction based 

on the reliability dimension with an index value of 60.7 in the medium category, 

the responsiveness dimension with an index value of 72.6 in the moderate 

category, the assurance dimension with an index value of 67.4 in the moderate 

category, the dimension of empathy with an index value of 64.2 in the moderate 

category and the dimension of evidence physical category with an index value of 

70.0. The average index value as a whole was 67.6 in moderate category. 

Conclusion: Evaluation of patient satisfaction with pharmacy services at Getasan 

Public Health Center, Semarang Regency based on 5 dimensions with an average 

index score of 67.6 moderate categories. 

Keywords: Satisfaction, Service Quality, Puskesmas 

Bibliography: 56 references (2009-2019) 
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