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ABSTRAK

TINGKAT KEPUASAN PASIEN TERHADAP PELAYANAN
KEFARMASIAN RAWAT INAP DI RUMAH SAKIT “X” SUMENEP

SIFA ROSIYANA
2443018217

Kepuasan pasien adalah tanggapan pelanggan yang memegang
peranan penting dalam menentukan mutu kinerja pelayanan kefarmasian
dan menjamin keamanan, efektifitas dan kerasionalan penggunaan obat.
Penelitian ini bertujuan untuk mengetahui kepuasan pasien terhadap
pelayanan kefarmasian pada dimensi ketanggapan (responsiveness),
jaminan (assurance), perhatian (emphaty), bukti fisik (tangible) dan
kehandalan (reliability). Kriteria pada penelitian ini meliputi keluarga
pasien rawat inap yang akan pulang dan CITO. Jenis penelitian ini
merupakan penelitian observasional dengan rancangan penelitian dilakukan
dengan metode deskriptif dengan studi survei. Teknik pengambilan sampel
pada penelitian ini menggunakan teknik Accidental Sampling. Penelitian ini
dilakukan ke 87 responden secara offline dengan menggunakan instrumen
berupa kuesioner Skala Likert yang telah di validasi dengan hasil yang
diperoleh yaitu r hitung > 0,444 (r tabel) dan hasil uji reliabilitas didapat
nilai Crombach’s Alpha > 0,6 yaitu 0,771. Hasil penelitian menunjukkan
bahwa pada dimensi kehandalan, jaminan, bukti fisik, perhatian dan
ketanggapan responden memberikan nilai puas berturut-turut yaitu 80,7%,
74,0%, 80,4%, 72,9%, 74,6% dan rata-rata persentase kepuasan yaitu 76,5%
yang artinya responden merasa puas dengan pelayanan kefarmasian rawat
inap di Rumah Sakit X Sumenep.

Kata Kunci: tingkat kepuasan, pelayanan kefarmasian, instalasi farmasi

[Tl

rawat inap, skala likert, rumah sakit “x” sumenep



ABSTRACT

LEVEL OF PATIENT’S SATISFACTION ON INPATIENT
PHARMACEUTICAL SERVICES IN SUMENEP " X" HOSPITAL

SIFA ROSIYANA
2443018217

Patient satisfaction is a customer response that plays an important
role in determining the quality of pharmaceutical service performance and
ensuring the safety, effectiveness and rationality of drug use. This study
aims to determine patient satisfaction with pharmaceutical services on the
dimensions of responsiveness, assurance, empathy, tangible and reliability.
The criteria in this study include the family of hospitalized patients who will
return home and CITO. This type of research is an observational study with
a descriptive research design with a survey study. The sampling technique
in this study used the Accidental Sampling technique. This study was
conducted to 87 respondents offline using an instrument in the form of a
Likert Scale questionnaire that has been validated with the results obtained,
namely r count > 0.444 (r table) and the reliability test results obtained
Crombach's Alpha > 0.6, namely 0.771. The results showed that on the
dimensions of reliability, assurance, physical evidence, attention and
responsiveness, the respondents gave satisfied scores respectively 80.7%,
74.0%, 80.4%, 72.9%, 74.6% and average. The average percentage of
satisfaction is 76.5%, which means that respondents are satisfied with
inpatient pharmaceutical services at X Hospital Sumenep.

Keywords: level of satisfaction, pharmaceutical services, inpatient
pharmacy installation, likert scale, sumenep "x" hospital
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