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INTISARI

Maghfirotika, Eliza., Sari, Perwita, Meliyana., Tivani, Inur 2023. Gambaran
Tingkat Kepuasan Pelayanan Kefarmasian Di Apotek Klinik Mulia Tegal.

Kepuasan adalah perasaan senang atau kecewa seseorang yang muncul
setelah membandingkan antara persepsi atau kesan terhadap kinerja atau
hasil produk dan harapan-harapannya.

Metode penelitian ini menggunakan metode penelitian deskriptif kuantitatif
tingkat kualitas pelayanan kefarmasian pada pasien diukur berdasarkan
lima variabel yaitu : Reliability (kehandalan), Responsiveness (ketanggapan),
Assurance (jaminan), Emphaty (empati) dan Tangible (bukti fisik).

Hasil penelitian yang dilakukan berdasarkan lima dimensi didapatkan pada
dimensi kehandalan dengan skor 3,67 , dimensi ketanggapan dengan skor
3,64 , dimensi jaminan dengan skor 3,69 , dimensi empati dengan skor 3,66 ,
dimensi bukti fisikdengan skor 3,70. Dari semua hasil skor dimensi dapat
dikatakan puas dengan tingkat pelayanan kefarmasian di Apotek Klinik
Mulia Tegal.

Kata Kunci : Kepuasan, Kefarmasian, Apotek Klinik Mulia Tegal



ABSTRACT

Maghfirotika, Eliza., Sari, Perwita, Meliyana., Tivani, Inur 2023. An overview
of the level of satisfaction with pharmaceutical services at the Mulia Tegal
Clinic Pharmacy.

Satisfaction is a person's feeling of pleasure or disappointment that arises after
comparing perceptions or impressions of performance or product results and
their expectations.

This research method uses a quantitative descriptive research method. The
quality level of pharmaceutical services to patients is measured based on five
variables, namely: Reliability, Responsiveness, Assurance, Empathy and
Tangible.

The results of the research conducted based on the five dimensions were
obtained on the reliability dimension with a score of 3.67, the responsiveness
dimension with a score of 3.64, the assurance dimension with a score of 3.69,
the empathy dimension with a score of 3.66, the physical evidence dimension
with a score of 3.70. From all the results of the dimensional scores it can be said
that they are satisfied with the level of pharmaceutical service at the Mulia
Tegal Clinic Pharmacy.

Keywords: Satisfaction, Pharmacy, Tegal Mulia Clinic Pharmacy
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