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INTISARI

Sabrina, Nur, Ainina; Perwita, Meliyana; dan Susiyarti. 2025. Tingkat
Kepuasan Pelayanan Farmasi Di apotek Mandiri Adiwerna.

Apotek memiliki peran strategis dalam sistem pelayanan kesehatan di Indonesia,
tidak hanya sebagai tempat penyedia obat, tetapi juga sebagai pusat konsultasi
terkait penggunaan obat bagi masyarakat. Tingkat kepuasan pasien terhadap
pelayanan apotek menjadi indikator penting, yang tercermin dari perbandingan
antara harapan dan pengalaman pasien saat menerima layanan.

Penelitian ini menggunakan metode deskriptif kuantitatif dengan penyebaran
kuesioner kepada 60 pasien yang membeli obat di Apotek Mandiri Adiwerna
selama September - Oktober 2024. Sampel ditentukan dengan rumus Slovin dan
teknik purposive sampling, yaitu pemilihan responden berdasarkan kriteria tertentu
yang relevan dengan tujuan penelitian.

Hasil penelitian menunjukkan bahwa tingkat kepuasan pasien terhadap pelayanan
kefarmasian di apotek tersebut mencapai 83,42%, yang termasuk kategori sangat
puas. Dimensi kehandalan dan bukti fisik memperoleh skor tertinggi, masing-
masing 86,7% dan 85%, sedangkan dimensi ketanggapan masih perlu ditingkatkan
dengan skor 60%. Secara umum, pelayanan telah memenuhi harapan pasien, namun
peningkatan komunikasi antara petugas farmasi dan pasien sangat disarankan untuk
lebih mengoptimalkan kualitas layanan.

Kata Kunci : Apotek, Pelayanan Kefarmasian, Kepuasan Pasien, Kualitas
Layanan, Apotek Mandiri Adiwerna.



ABSTRACT

Sabrina, Nur, Ainina; Perwita, Meliyana; and Susiyarti. 2025. Level of Service
Satisfaction Pharmacy at Mandiri Adiwerna Pharmacy.

Pharmacies have a strategic role in the health care system in Indonesia, not only
as a place to provide drugs, but also as a consultation center related to drug use
for the community. The level of patient satisfaction with pharmacy services is an
important indicator, which is reflected in the comparison between patient
expectations and experiences when receiving services.

This study uses a quantitative descriptive method by distributing questionnaires to
60 patients who buy medicine at Apotek Mandiri Adiwerna during September to
October 2024. The sample was determined using the Slovin formula and purposive
sampling technique, namely the selection of respondents based on certain criteria
relevant to the research objectives.

The results showed that the level of patient satisfaction with pharmaceutical
services at the pharmacy reached 83.42%, which was in the very satisfied category.
The dimensions of reliability and physical evidence obtained the highest scores,
86.7% and 85% respectively, while the responsiveness dimension still needed to be
improved with a score of 60%. In general, services have met patient expectations,
but improved communication between pharmacy staff and patients is highly
recommended to further optimize service quality.

Keywords : Pharmacy, Pharmaceutical Services, Patient Satisfaction, Service
Quality, Apotek Mandiri Adiwerna.
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