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ABSTRAK

STUDI KEPUASAAN PASIEN TERHADAP PELAYANAN RESEP
DAN PELAYAN LAIN DI UNIT FARMASI 1 RSUD KABUPATEN
SIDOARJO

VRISCA GITA CAROLIN PRIYONO PUTRI
2443014061

Kepuasan adalah hal yang tidak terpisahkan dari kehidupan manusia.
Penelitian ini bertujuan mengetahui gambaran kepuasan pasien umum
terhadap pelayanan resep, pelayanan lain dan mengamati waktu tunggu
pengerjaan resep di unit Farmasi 1 RSUD Kabupaten Sidoarjo. Penelitian
ini dilakukan dengan metode cross-sectional. Penelitian dilakukan satu kali
dengan melakukan pengamatan waktu tunggu resep, wawancara dan
pengisian kueisioner setiap responden. Penelitian ini menggunakan 71
responden di unit Farmasi 1 di RSUD Kabupaten Sidoarjo. Penelitian ini
dilakukan pada periode 25 Juni - 3 Juli 2018. Kepuasaan responden pada
kelima dimensi pelayanan kefarmasian yaitu responsiveness 76,76%,
assurance 77,46%, emphaty 77,81%, tangible 77,11% termasuk dalam
kategori puas sedangkan dimensi kepuasan yang memiliki nilai terendah
yaitu Reliability dengan presentase 68,66% yang termasuk kategori cukup
puas. Berdasarkan data waktu tunggu obat dinyatakan dalam rata- rata +
SD. Data yang didapat pada resep obat jadi yaitu 13,98 + 7,47 menit
sedangkan resep obat racikan yaitu 35,3 + 11,88 menit. Kesimpulan dari
penelitian ini adalah tingkat kepuasan responden tergolong puas dan waktu
tunggu obat telah sesuai dengan standard pelayanan minimal (SPM) di unit
Farmasi 1.

Kata Kunci: kepuasaan pasien; waktu tunggu obat; pelayanan kefarmasian;
RSUD sidoarjo; dimensi kepuasan.



ABSTRACT

A PATIENT’S SATISFACTION STUDY ON PRESCRIPTION
SERVICE AND OTHER SERVICES IN THE PHARMACY UNIT 1
OF RSUD KABUPATEN SIDOARJO

VRISCA GITA CAROLIN PRIYONO PUTRI
2443014061

It is known that satisfaction is a major part of human life. Human
satisfaction is a never-ending demand. The aim of this research was to know
the representation of general patient satisfaction on prescription service,
other services and to observe the waiting time of prescription fulfillment in
the first unit of Pharmacy RSUD of Kabupaten Sidoarjo. This research was
conducted by cross-sectional method. The research was conducted once by
observing the waiting time of prescription fulfillment, interviews and filling
the questionnaire of each respondent. This research used 71 respondents in
the first unit of Pharmacy RSUD of Kabupaten Sidoarjo. Data were
collected on from 25" June until 3" July 2018. Respondents' satisfaction in
the five dimensions of pharmacy services were responsiveness 76.76%,
assurance 77.46%, empathy 77.81%, tangible 77.11% included in the
category of satisfaction while the dimensions of satisfaction which had the
lowest value were Reliability with a percentage of 68.66% which is
categorized as quite satisfied. Waiting time value was expressed in mean +
SD. The data were obtained on the prescription of non-compounding
medicine was 13.98 + 7.47 minutes meanwhile prescription of
compounding medicine was 35.3 = 11.88 minutes. The conclusion of this
research was the satisfaction level of respondent was classified as satisfied
and the waiting time of prescription fulfillment had been appropriate with
minimum service standard (SPM) in the first unit of Pharmacy.

Keywords: patient satisfaction; waiting time; pharmaceutical service;
RSUD in the Kabupaten Sidoarjo; dimension of satisfaction.
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