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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 

xi 

 

 

 

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 



DAFTAR ISI 

xii 

 

 

HALAMAN SAMPUL ............................................................................................. i 

HALAMAN JUDUL ............................................................................................... ii 

HALAMAN PERSETUJUAN ............................................................................... iii 

HALAMAN PENGESAHAN ................................................................................. iv 

HALAMAN PERNYATAAN ORSINALITAS ...................................................... v 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ..............................vi 

MOTTO DAN PERSEMBAHAN ........................................................................ vii 

PRAKATA ........................................................................................................... viii 

INTISARI ................................................................................................................. x 

ABSTRACT ............................................................................................................ xi 

DAFTAR ISI ..........................................................................................................xii 

DAFTAR GAMBAR ............................................................................................. xv 

DAFTAR TABEL ................................................................................................. xvi 

LAMPIRAN .........................................................................................................xvii 

BAB I PENDAHULUAN ....................................................................................... 1 

1.1 Latar Belakang ........................................................................................... 1 

1.2 Rumusan Masalah ...................................................................................... 2 

1.3 Batasan Masalah ........................................................................................ 2 

1.4 Tujuan Penelitian ....................................................................................... 3 

1.5 Manfaat Penelitian ..................................................................................... 3 

1.6 Keaslian Penelitian .................................................................................... 4 

BAB II  TINJAUAN PUSTAKA ............................................................................ 5 

2.1 Pelayanan Kepuasan .................................................................................. 5 

2.1.1 Definisi Pelayanan Kepuasan ................................................................... 5 

2.1.2 Standar Pelayanan Kefarmasian di Apotek .............................................. 5 

2.1.3 Faktor yang Mempengaruhi Kepuasan Pasien ......................................... 8 

2.1.4 Jenis-Jenis Kepuasan Pasien .................................................................... 9 

2.1.5 Definisi Kualitas Pelayanan Pasien .......................................................... 9 

2.1.6 Lima Dimensi Mutu Pelayanan Kesehatan ............................................ 10 

2.1.7 Cara Mengukur Kepuasan Pasien .......................................................... 11 

2.2 Apotek ..................................................................................................... 12 

2.2.1 Definisi Apotek ...................................................................................... 12 



xiii 

 

 

2.2.2 Tugas dan Fungsi Apotek ..................................................................... 13 

2.2.3 Pelayanan di Apotek ............................................................................. 13 

2.3 Kerangka Teori ....................................................................................... 15 

2.4 Kerangka Konsep .................................................................................... 16 

BAB III METODOLOGI PENELITIAN .............................................................. 17 

3.1 Ruang Lingkup Penelitian ...................................................................... 17 

3.2 Rancangan dan Jenis Penelitian .............................................................. 17 

3.3 Populasi dan Sampel ............................................................................... 17 

3.3.1 Populasi ........................................................................................... 17 

3.3.2 Sampel ............................................................................................. 18 

3.4 Variabel Penelitian .................................................................................. 19 

3.5 Definisi Operasional ............................................................................... 20 

3.6 Jenis dan Cara Pengumpulan Data Penelitian ......................................... 25 

3.6.1 Jenis Data Penelitian ............................................................................. 25 

3.7 Cara Pengumpulan Data Penelitian ........................................................ 25 

3.8 Pengolahan dan Analisa Data ................................................................. 27 

3.8.1 Pengolahan Data .................................................................................... 27 

3.8.2 Analisis Data ......................................................................................... 28 

3.9 Etika Penelitian ....................................................................................... 29 

BAB IV HASILPENELITIANDANPEMBAHASAN ......................................... 31 

4.1 Karakteristik Responden Berdasarkan Umur.......................................... 31 

4.2 KarakteristikRespondenBerdasarkanJenisKelamin ................................. 32 

4.3 KarakteristikRespondenBerdasarkanPendidikan ..................................... 33 

4.4 KarakteristikRespondenBerdasarkanPekerjaan ....................................... 34 

4.5 KarakteristikRespondenBerdasarkanKunjungan ..................................... 35 

4.6 Hasil Kepuasan Pelayanan Kefarmasian Dinilai Dari Lima Dimensi .... 35 

4.6.1 Kepuasan Pelayanan Kefarmasian Berdasarkan Dimensi Kehandalan 

(Reliability) .................................................................................................... 36 

4.6.2 Kepuasan Pelayanan  Kefarmasian  Berdasarkan  Dimensi 

Ketanggapan(Responsiveness) ........................................................................ 37 

4.6.3 Kepuasan  Pelayanan  Kefarmasian  Berdasarkan  Dimensi 

Jaminan(Assurance) ....................................................................................... 39 

4.6.4 Kepuasan Pelayanan Kefarmasian Berdasarkan Dimensi Empati 

(Emphaty) ....................................................................................................... 40 



xiv 

 

 

4.6.5 Kepuasan Pelayanan Kefarmasian Berdasarkan Dimensi Bukti Fisik 

(Tangible) ....................................................................................................... 42 

BAB V KESIMPULAN DAN SARAN ............................................................... 45 

5.1 Kesimpulan ............................................................................................. 45 

5.2 Saran ....................................................................................................... 45 

DAFTAR PUSTAKA ............................................................................................ 46 

LAMPIRAN .......................................................................................................... 48 

LEMBAR PERSETUJUAN MENJADI RESPONDEN PENELITIAN ............... 51 

CURICULUMVITAE ........................................................................................... 79 



DAFTAR GAMBAR 

xv 

 

 

 

 

 

 

Gambar 2. 1 Kerangka Teori ................................................................................. 15 

 

Gambar 2. 2 Kerangka Konsep ............................................................................. 16 



DAFTAR TABEL 

xvi 

 

 

Tabel 1.1 Keaslian Penelitian .................................................................................. 4 

Tabel 3.1 Definisi Operasional .............................................................................. 21 

Tabel 4.1 Karakteristik Responden Berdasarkan Umur ........................................ 31 

Tabel 4.2 Karakteristik Responden Berdasarkan Jenis Kelamin ........................... 32 

Tabel 4.3 Karakteristik Responden Berdasarkan Pendidikan................................ 33 

Tabel 4.4 Karakteristik Responden Berdasarkan Jenis Pekerjaan ......................... 34 

Tabel 4.5 Karakteristik Responden Berdasarkan Jenis Kunjungan ....................... 35 

Tabel 4.6 Kepuasan Pelayanan Kefarmasian Berdasarkan Dimensi Kehandalan 

(Reliability) ............................................................................................................ 36 

Tabel 4.7 Kepuasan Pelayanan  Kefarmasian  Berdasarkan  Dimensi 

Ketanggapan(Responsiveness)............................................................................... 37 

Tabel 4.8 Kepuasan  Pelayanan  Kefarmasian  Berdasarkan  Dimensi 

Jaminan(Assurance) ............................................................................................... 39 

Tabel 4.9 Kepuasan Pelayanan Kefarmasian Berdasarkan Dimensi Empati 

(Emphaty) .............................................................................................................. 41 

Tabel 4.10 Kepuasan Pelayanan Kefarmasian Berdasarkan Dimensi Bukti Fisik 

(Tangible) .............................................................................................................. 42 



LAMPIRAN 

xvii 

 

 

Lampiran 1 Permohonan izin Pengambilan Data Untuk Apotek Klinik Mulia 

Tegal ...................................................................................................................... 49 

Lampiran 2 Surat Balasan Apotek Klinik Mulia Tegal ........................................ 50 

Lampiran 3 Lembar Persetujuan Responden ........................................................ 51 

Lampiran 4 Lembar Persetujuan Menjadi Responden ......................................... 52 

Lampiran 5 Lembar Kuisioner ............................................................................. 53 

Lampiran 6 Karakteristik Responden di Apotek Klinik Mulia Tegal .................. 58 

Lampiran 7 Hasil Skor Dimensi Responsivenes (Ketanggapan) .......................... 61 

Lampiran 8 Hasil Skor Dimensi Reliability (Kehandalan) ................................... 64 

Lampiran 9 Hasil Skor Dimensi Assurance (Jaminan) ........................................ 67 

Lampiran 10 Hasil Skor Dimensi Emphaty (Empati) .......................................... 70 

Lampiran 11 Hasil Skor Dimensi Tangible (Bukti Fisik) .................................... 73 

Lampiran 12 Dokumentasi ................................................................................... 76 


