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Bandung, 28 Maret 2020

Nomor : 0576/03. FF/UBK/I11/2020.
Lamp t-

Perihal : Permohonan Izin Penelitian

Kepada Yth.

Direktur Rumah Sakit Umum Prasetya Bunda Tasikmalaya
Di

Tempat

Dengan Hormat,

Sehubungan akan diselenggarakannya penelitian Tugas Akhir bagi Mahasiswa Program
Studi Diploma 3 Fakultas Farmasi Universitas Bhakti Kencana T.A 2019/2020, dengan ini
kami mengajukan permohonan izin penelitian di tempat yang Bapak/Ibu Pimpin.

Adapun nama mahasiswa tersebut adalah:

Nama . Anne Mutia Gemala
NPM . 191FF02054
Judul Penelitian : Evaluasi Kepuasan Pasien terhadap Pemenuhan Standar

Pelayanan Minimal Rawat Jalan di Instalasi Farmasi Rumah
Sakit Umum Prasetya Bunda Tasikmalaya

Dosen Pembimbing Utama : Widya Alighita, M.Si., Apt

Dosen Pembimbing Serta  : Dadih Supriadi, M.Si., Apt

Besar harapan kami kiranya Bapak/Ibu berkenan mengizinkan permohonan ini. Atas
perhatian dan kerjasamanya kami ucapkan terima kq,s.l.h.
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Lampiran 2. Surat Izin Penelitian Rumah Sakit
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RUMAH SAKIT UMUM

PRASETYA BUNDA

JL. ir. H. Juanda No. 1 (Simpang Jati) Tasikmalaya

Telp. (0265) 344477 (HOTLINE), INFORMASI 332555, IGD 320100, FAX. 342496
Website : http//www.rs-prasetyabunda.com
Email : info@rs-prasetyabunda.com

Tasikmalaya, 01 April 2020

Nomor : 109/EXT/RSPB/TV/2020
Lampiran -

Perihal : Surat Balasan

Kepada,

Yth. Dr. Patonah, M. Si.,Apt
Dekan Fakultas Farmasi

Universitas Bhakti Kencana

Dengan hormat,

Menjawab surat Nomor : 0576/03.FF/UBK/II1/2020, Tanggal : 28 Maret 2020, Perihal : Permohonan
1zin Penelitian salah satu mahasiswi Jurusan Farmasi Universitas Bhakti Kencana sebagai berikut :

Nama :  Anne Mutia Gemala

NPM :  191FF02054

Program Study . D-III Farmasi

Judul Penelitian . Evaluasi Kepuasan Pasien Terhadap Pemenuhan Standar
Pelayanan Minimal Rawat Jalan di Instalasi Farmasi
RS Umum Prasetya Bunda

Dengan ini, kami RS Umum Prasetya Bunda tidak merasa keberatan dalam pengumpulan data penelitian
salah satu mahasiswl Jurusan Farmasi Universitas Bhakti di Instalasi Farmasi Rumah Sakit kami.

Demikian surat balasan ini kami buat, Atas perhatiannya kami ucapkan terima kasih.

Hormat kamy
Direktur RS Umum Prasetya Bunda Tasikmalaya

Lampiran 3. Lembar persetujuan menjadi responden
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SURAT PERSETUJUAN

MENJADI RESPONDEN SUBYEK PENELITIAN

Kepada Yth :
Bapak/Ibu/Saudara/l Rsponden
Di tempat

Dengan Hormat,

Sehubungan dengan adanya tugas akhir untuk mendapatkan gelar Ahli Madya yang
sedang saya lakukan di Fakultas Farmasi Universitas Bhakti Kencana Bandung, maka saya
melakukan penelitian dengan judul : “ Evaluasi Kepuasan Pasien Terhadap Pemenuhan Standar

Pelayanan Minimal Rawat Jalan Di Instalasi Rumah Sakit Prasetya Bunda Tasikmalaya™.

Adapun salah satu cara untuk mendapatkan data tersebut yaitu dengan menyebarkan
kuesioner kepada responden. Untuk itu saya mengharapkan kesediaan Bapak/Ibu dan Saudara/l
sekalian untuk mengisi kuesioner ini sebagai data yang akan dipergunakan dalam penelitian.

Atas kesediaan dan kerjasamanya, saya ucapkan banyak terima kasih.

Tasikmalaya, .....Mei 2020

Peneliti Responden

Anne Mutia Gemala (e, )
1911102054

Lampiran 4. Lembar Kuesioner
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KUESIONER

Kepuasan Pasien Terhadap Pelayanan Kefarmasian Di Instalasi Farmasi Rawat Jalan
Rumah Sakit Prasetya Bunda Tasikmalaya

Nama e e
Umur e e
Jenis Kelamin e
Pekerjaan e
Alamat e
Keterangan cara pengisian :

Berilah tanda (X) untuk setiap pernyataan sesuai dengan “PENILAIAN” yang di terima dalam
pelayanan , pada kolom :

Sangat Tidak Puas
Tidak Puas

Cukup Puas

Puas

Sangat Puas

DAl

NO | PELAYANAN KEFARMASIAN PENILAIAN

A TANGIBELS/NYATA 1 2 3 4 5

1 Instalasi Farmasi terlihat bersih dan Indah

2 Instalasi Farmasi memiliki ruang tunggu yang
cukup nyaman, WC dan air

3 Ruang tunggu dalam keadaan bersih

4 Petugas farmasi berpenampilan rapi dan bersih

5 Instalasi farmasi memiliki papan petunjuk
informasi yang jelas

B | EVIPATRY/EMPATI I

1 Petugas memberikan waktu pelayanan yang cukup
pada pasien

2 Petugas memberikan pelayanan sesuai kebutuhan
pasien

3 Petugas memperhatikan sungguh-sungguh kepada
pasien

4 Petugas mendengarkan keluhan tentang penyakit
yang anda derita
serta memberikan jalan keluar dalam konsultasi

5 Petugas menerapkan 5 S
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(senyum,salam,sapa,sentuh,santun)

RELIABILITY/KEHANDALAN

Petugas menjelaskan obat-obatan dengan baik/jelas

Petugas memberitahu cara meminum obat

Petugas terampil dalam memberikan pelayanan

Petugas memberikan informasi kepada pasien
sebelum pelayanan diberikan

Petugas melakukan tindakan sesuai standar
prosedur operasional (SPO)

RESPONSIVENESS/KETANGGAPAN

Petugas bersedia mendengarkan dan menanggapi
keluhan pasien

Petugas menerima dan melayani dengan baik

Petugas melakukan tindakan secara tepat dan cepat

ASSURANCE/KEPASTIAN

B

Apoteker/Petugas farmasimempunyai kemampuan
menjelaskan obat,

efek samping, dosis dll dengan baik, sehingga
mampu menimbulkan rasa

keyakinan untuk sembuh

Instalasi farmasi menyediakan obat-obatan dan alat
medis yang
lengkap serta terpenuhinya kebutuhan pelayanan

Petugas dapat memberikan rasa aman pada saat
melakukan
pelayanan kepada pasien

Petugas memberi informasi tentang peraturan, jam
buka, istirahat, tutup dll

Terciptanya suasan aman, tentram dan
kekeluargaan
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Lampiran 5. Data Hasil Kuesioner

KEPASTIAN

E2

ES

E4

E3

El

KETANGGAPAN

D3

D2

Dl

KEHANDALAN

C4 | C5

C3

C2

Cl1

EMPATI

B4 | BS

B3

B2

B1

BUKTI NYATA

A2 | A3

A4 | AS

Al

No

10
11
12
13
14
15
16
17
18
19
20

21

22
23

24
25
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26

27

28

29

30
31

32
33

34
35

36
37
38

39
40

41

42
43

44
45

46

47

48

49

50
51

52
53
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54
55
56
57
58
59
60
61

62
63

64
65

66
67

68

69
70

71

72
73

74
75

76
77
78

79
80

81
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410 | 390 | 420

411

401

371

410

401

410 | 401

82
83

84
85

86
87
88
89
90
91

92
93

94
95

96
97

98

99

100

> | 409 | 399 | 390 | 429 | 430 | 370 | 390 | 400 | 400 | 390 | 400 | 400 | 391

Lampiran 6. Hasil Uji Validitas

*VALIDASI
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Tujuan : mengetahui kevalidan kuesioner

*Dasar pengambilan keputusan :

rhitung > rtabel = valid

rhitung < rtabel = tidak valid

rtabel = 0,361 (dilihat dari r tabel signifikansi 5% untuk N=30)

*Hasil uji validitas = valid

Correlations

39

A1 A2 A3 A4 A5 B1 B2 B3 B4 B5 C1 Cc2
Pearson Correlation 1 .808 .705 .879 .696 .843 877 .933 .843 877 .673 466
A1 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .005
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .808 1 .799 .859 .698 .745 .639 722 .783 .639 .500 .289
A2 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .002 .061
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .705 .799 1 .787 .736 .746 .796 .738 .857 .796 .639 .553
A3 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .001
N 30 30 30 30 30 30 30 30 30 30 30 30
A4 Pearson Correlation .879 .859 .787 1 .820 .839 .787 .826 .896 .787 .716 496




Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .003
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .696 .698 736 .820 1 677 736 .806 781 736 524 403
A5 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .001 .014
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .843 .745 746 .839 677 1 .905 .861 .889 .905 .870 717
B1 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 877 .639 .796 787 736 .905 1 922 .857 1.000 799 738
B2 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .933 722 .738 .826 .806 .861 .922 1 .904 .922 722 .500
B3
Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .002
Correlations
C3 C4 C5 D1 D2 D3 E1 E2 E3 E4 E5 TOTAL
A1 Pearson Correlation .523 671 466 466 .710 575 155 327 .855 .906 772 .820
Sig. (1-tailed) .002 .000 .005 .005 .000 .000 .206 .039 .000 .000 .000 .000
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A2

A3

A4

A5

B1

B2

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation

30

.356

.027

30

.591

.000

30

.584

.000

30

.546

.001

30

.789

.000

30

742

30

479

.004

30

.633

.000

30

.677

.000

30

.602

.000

30

.841

.000

30

.837

30

.289

.061

30

.553

.001

30

496

.003

30

.605

.000

30

717

.000

30

.738

30

.289

.061

30

.553

.001

30

496

.003

30

.605

.000

30

717

.000

30

.738

404

.013

.705

.000

.570

.001

.508

.002

.709

.000

877

30

30

30

30

30

30

41

30

497

.003

30

.746

.000

30

.555

.001

30

.503

.002

30

.753

.000

30

.746

30

.000

.500

30

.369

.022

30

.165

191

30

403

.014

30

430

.009

30

.553

30

.160

.200

30

429

.009

30

31

.047

30

.602

.000

30

524

.001

30

.633

30

.673

.000

30

.705

.000

30

724

.000

30

.696

.000

30

.843

.000

30

877

30

1

.000

30

742

.000

30

.855

.000

30

712

.000

30

.907

.000

30

.893

30

.598

.000

30

.611

.000

30

.753

.000

30

.710

.000

30

.831

.000

30

.802

30

.664

.000

30

.805

.000

30

812

.000

30

.764

.000

30

.924

.000

30

.940




Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .001 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .684 .738 .667 .667 T77 717 .333 .553 .933 .958 .863 .905
B3
Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .036 .001 .000 .000 .000 .000
Correlations
A1 A2 A3 A4 A5 B1 B2 B3 B4 B5 C1 C2
B3 N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .843 .783 .857 .896 .781 .889 .857 .904 1 .857 .783 516
B4 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .002
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 877 .639 .796 .787 .736 .905 1.000 .922 .857 1 .799 .738
B5 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .673 .500 .639 .716 524 .870 .799 722 .783 .799 1 .866
C1 Sig. (1-tailed) .000 .002 .000 .000 .001 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Cc2 Pearson Correlation 466 .289 .553 496 403 717 .738 .500 .516 .738 .866 1
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Sig. (1-tailed) .005 .061 .001 .003 .014 .000 .000 .002 .002 .000 .000

N 30 30 30 30 30 30 30 30 30 30 30 30

Pearson Correlation 523 .356 .591 .584 546 .789 742 .684 742 742 .948 .821
C3 Sig. (1-tailed) .002 .027 .000 .000 .001 .000 .000 .000 .000 .000 .000 .000

N 30 30 30 30 30 30 30 30 30 30 30 30

Pearson Correlation .671 479 .633 677 .602 .841 .837 .738 714 .837 .958 .922
C4 Sig. (1-tailed) .000 .004 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000

N 30 30 30 30 30 30 30 30 30 30 30 30

Pearson Correlation 466 .289 .553 496 .605 717 .738 .667 .645 .738 .866 .833
C5 Sig. (1-tailed) .005 .061 .001 .003 .000 .000 .000 .000 .000 .000 .000 .000

N 30 30 30 30 30 30 30 30 30 30 30 30
D1 Pearson Correlation 466 .289 .553 496 .605 717 .738 .667 .645 .738 .866 .833

Correlations
C3 C4 C5 D1 D2 D3 E1 E2 E3 E4 E5 TOTAL

B3 N 30 30 30 30 30 30 30 30 30 30 30 30
B4 Pearson Correlation 742 714 .645 .645 722 778 .258 429 .843 .954 .802 .897
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B5

C1

C2

C3

C4

Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

.000

30

742

.000

30

.948

.000

30

.821

.000

30

30

.924

.000

30

.000

30

.837

.000

30

.958

.000

30

.922

.000

30

.924

.000

30

30

.000

30

.738

.000

30

.866

.000

30

.833

.000

30

.958

.000

30

.922

.000

30

.000

30

.738

.000

30

.866

.000

30

.833

.000

30

.958

.000

30

922

.000

30

.000

877

.000

.808

.000

Naas

.000

778

.000

.843

.000

30

30

30

30

30

30

44

.000

30

.746

.000

30

.870

.000

30

717

.000

30

.907

.000

30

.841

.000

30

.084

30

.553

.001

30

577

.000

30

.833

.000

30

.684

.000

30

.738

.000

30

.009

30

.633

.000

30

.639

.000

30

.738

.000

30

772

.000

30

.796

.000

30

.000

30

877

.000

30

.808

.000

30

.622

.000

30

778

.000

30

.843

.000

30

.000

30

.893

.000

30

.830

.000

30

547

.001

30

775

.000

30

772

.000

30

.000

30

.802

.000

30

.896

.000

30

.690

.000

30

.878

.000

30

.916

.000

30

.000

30

.940

.000

30

918

.000

30

791

.000

30

.892

.000

30

.937

.000

30




Pearson Correlation .958 .922 1 1.000 777 .861 .833 922 Tq77 .684 .863 873
C5 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
D1 Pearson Correlation .958 .922 1.000 1 777 .861 .833 922 Tq77 .684 .863 873
Correlations
A1 A2 A3 A4 A5 B1 B2 B3 B4 B5 C1 C2
D1 Sig. (1-tailed) .005 .061 .001 .003 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .710 404 .705 570 .508 .709 877 777 722 877 .808 T77
D2 Sig. (1-tailed) .000 .013 .000 .001 .002 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 575 497 746 .555 .503 .753 746 717 778 746 .870 717
D3 Sig. (1-tailed) .000 .003 .000 .001 .002 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 155 .000 .369 .165 403 430 .553 .333 .258 .553 577 .833
E1 Sig. (1-tailed) .206 .500 .022 191 .014 .009 .001 .036 .084 .001 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
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Pearson Correlation .327 .160 429 311 .602 524 .633 .553 429 .633 .639 738
E2 Sig. (1-tailed) .039 .200 .009 .047 .000 .001 .000 .001 .009 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .855 .673 .705 724 .696 .843 877 .933 .843 877 .808 622
E3 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .906 711 742 .855 712 .907 .893 .958 .954 .893 .830 547
E4 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .001
N 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 772 .598 611 753 .710 .831 .802 .863 .802 .802 .896 690
E5 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Correlations
C3 C4 C5 D1 D2 D3 E1 E2 E3 E4 E5 TOTAL
D1 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
D2 Pearson Correlation 778 .843 T77 T77 1 .843 .622 .671 .855 778 T72 .873
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D3

E1

E2

E3

E4

Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

Pearson Correlation
Sig. (1-tailed)

N

.000

30

.907

.000

30

.684

.000

30

772

.000

30

778

.000

30

775

.000

30

.000

30

.841

.000

30

.738

.000

30

.796

.000

30

.843

.000

30

772

.000

30

.000

30

.861

.000

30

.833

.000

30

.922

.000

30

a77

.000

30

.684

.000

30

.000

30

.861

.000

30

.833

.000

30

922

.000

30

a77

.000

30

.684

.000

30

.843

.000

.622

.000

.671

.000

.855

.000

778

.000

30

30

30

30

30

30

47

.000

30

30

574

.000

30

.683

.000

30

.843

.000

30

.789

.000

30

.000

30

574

.000

30

30

.922

.000

30

466

.005

30

274

.072

30

.000

30

.683

.000

30

.922

.000

30

30

.671

.000

30

469

.004

30

.000

30

.843

.000

30

466

.005

30

.671

.000

30

30

.906

.000

30

.000

30

.789

.000

30

274

.072

30

469

.004

30

.906

.000

30

30

.000

30

.831

.000

30

518

.002

30

725

.000

30

.933

.000

30

.878

.000

30

.000

30

.882

.000

30

.604

.000

30

729

.000

30

.934

.000

30

919

.000

30




Pearson Correlation .878 916 .863 .863 772 .831 518 725 .933 .878 1 .934
E5 Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .002 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Correlations
A1 A2 A3 Ad A5 B1 B2 B3 B4 B5 C1 Cc2
Pearson Correlation .820 .664 .805 812 .764 .924 .940 .905 .897 .940 918 791
TOTAL  Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30
Correlations
C3 C4 C5 D1 D2 D3 E1 E2 E3 E4 E5 TOTAL
Pearson Correlation .892 .937 .873 873 .873 .882 .604 729 .934 919 .934 1
TOTAL  Sig. (1-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30

** Correlation is significant at the 0.01 level (1-tailed) *. Correlation is significant at the level 0.05 level (1-tailed).
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Lampiran 7. Hasil Uji Reliabilitas
*RELIABILITAS
Tujuan mengetahui konsistensi kuesioner

*Dasar pengambilan keputusan :
Alpha > 0,6 = konsisten

Alpha < 0,6 = tidak konsisten

*Hasil uji reliabilitas = reliable atau konsisten

Case Processing Summary

49

N %
Valid 30 100.0
Cases Excluded 0 .0
Total 30 100.0
Reliability Statistics
Cronbach's Alpha N of ltems
.982 23
Item-Total Statistics
Scale Mean if ltem | Scale Variance if tem| Corrected Iltem-Total | Cronbach's Alpha if
Deleted Deleted Correlation Item Deleted
A1 88.10 237.610 .801 .982
A2 88.20 240.579 .631 .983
A3 88.30 241.252 .789 .982
A4 87.90 239.059 794 .982
A5 87.90 243.610 746 .982
B1 88.50 232.810 915 .981
B2 88.30 238.148 .935 .981
B3 88.20 236.855 .896 .981
B4 88.20 230.855 .884 .981
B5 88.30 238.148 .935 .981
C1 88.20 233.131 .909 .981
Cc2 88.20 239.752 772 .982
C3 88.30 232.562 .879 .981
C4 88.10 238.231 .931 .981
C5 88.20 237.683 .860 .982
D1 88.20 237.683 .860 .982
D2 88.10 236.162 .860 .981
D3 88.50 234.052 .868 .981
E1 88.20 244510 571 .983
E2 88.10 242.990 .707 .982




E3

88.10

234.507

.927

.981
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