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ABSTRAK 

 
Pelayanan disebut sebagai wsuatu wkegiatan wyang wmenolong wmenyediakan segala 

apa wyang wdiperlukan worang wlain watau wpasien wdengan wpenampilan wyangwsebaik-

baiknya wsehingga wdiperoleh wkepuasan wpasien wdan wusaha wpembelian wyang 

berulang-ulang. wPelayanan wkefarmasian wsendiri wadalah wsuatu wpelayanan wlangsung 

yang wbertanggung wjawab wkepada wpasien wyang wberkaitan wdengan wsediaan wfarmasi 

dengan wmaksud wmencapai whasil wyang wpasti wuntuk wmeningkatkan wmutu wkehidupan 

pasien. Kepuasan wpasien wadalah wsuatu wtingkat wperasaan wpasien wyang wtimbul 

sebagai wakibat wdari wkinerja wlayanan wkesehatan wyang wdiperolehnya wsetelah 

wpasienmembandingkannya wdengan wapa wyang wdiharapkannya. Metode wpenelitian 

wini menggunakan wMetode wDeskriptif wObservasional wdengan wpopulasi w520 wpasien 

danwsampel wyang wdigunakan wsebanyak w100 wresponden. Hasil wdari wpenelitian wini 

bahwa wkepuasan wpasien wberdasarkan wtingkat wkesesuaian wpada waspek 

kehandalanwsebesar w80,2% wdengan wkategori wsangat wpuas, waspek wketanggapan 

sebesar w75,8% wdengan wkategori wsangat wpuas, waspek wempati wsebesar w80,3% wdengan 

kategori wsangat wpuas, waspek wjaminan wsebesar w79,3% wdengan wkategori wsangat 

wpuas,dan waspek wnyata wsebesar w51% wdengan wkategori wsangat wpuas. Berdasarkan 

whasil penelitian wtersebut wdiatas, wmaka wdapat wdisimpulkan wberdasarkan wkelima 

aspekwkepuasan wtersebut wdidapati wnilai wrata-rata wsebesar w73,3% wdengan wkategori 

sangat wpuas. 
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ABSTRACT 

Service is referred to as an activity that helps and provides all the things that 

other people need or patients need with the best possible performance so as to 

achieve patient satisfaction and repeat purchases.Patient satisfaction is the level 

of feeling of the patient that arises as a result of the performance of the healthcare 

service that he/she received after comparing it with what he/she expected.The 

research method used Descriptive observational method with a population of 520 

patients and a sample size of 100 respondents.The results of this research show 

that the satisfaction of patients based on the level of compliance with the 

reliability aspect is 92,3% with the category of very satisfied, the responsiveness 

aspect is 92,6% with a satisfied category, the empathy aspect is 94,2% with a very 

satisfied category, the guarantee aspect is 93.4% with a very satisfied category, 

and the real aspect is 83% with a satisfied category.Based on the results of the 

aforementioned research, it can be concluded that based on the five aspects of 

satisfaction, there is an average score of 91.1% with a category of very satisfied. 
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