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ABSTRAK 

HUBUNGAN KUALITAS PELAYANAN KEFARMASIAN TERHADAP 

TINGKAT KEPUASAN PESERTA BPJS DI APOTEK KLINIK X 

MARTAPURA (Oleh Kiki Melda Sary; Pembimbing : Karunita Ika Astuti 

dan Yustin Ari Prihandini; 2022; 84 halaman) 

Apotek merupakan fasilitas pelayanan kefarmasian yang digunakan untuk praktek 

kefarmasian oleh Apoteker. Standar pelayanan kesehatan merupakan pedoman 

yang digunakan untuk melakukan pelayanan kefarmasian. Kualitas pelayanan 

kefarmasian berkaitan dengan kepuasan pasien. Tujuan penelitian ini yaitu 

mengetahui kualitas pelayanan kefarmasian, mengetahui tingkat kepuasan peserta 

BPJS dan mengetahui hubungan kualitas pelayanan kefarmasin terhadap tingkat 

kepuasan peserta BPJS di Apotek Klinik X Martapura. Penelitian ini 

menggunakan rancangan  survei cross sectional yang dilakukan pada pasien 

peserta BPJS yang berkunjung di Apotek Klinik X Martapura. Sampel yang 

digunakan pada penelitian sebanyak 70 orang menggunakan teknik purposive 

sampling. Pengumpulan data dilakukan dengan menggunakan kuesioner metode 

SERVQUAL 5 dimensi yaitu : assurance, tangible, responsiveness, emphaty dan 

reability. Analisis data menggunakan uji Chi Square. Hasil penelitian yang telah 

dilakukan dapat diketahui secara keseluruhan kualitas pelayanan kefarmasian di 

Apotek Klinik X Martapura berkategori sangat penting dan tingkat kepuasan 

pasien berkategori sangat puas. Hubungan kualitas pelayanan kefarmasian 

terhadap tingkat kepuasan peserta BPJS didapatkan nilai p-value 0,000 yang 

artinya terdapat hubungan antara kualitas pelayanan  kefaramasian terhadap 

tingkat kepuasan peserta BPJS di Apotek Klinik X Martapura.  

Kata kunci : Kulitas pelayanan kefarmasian, kepuasan pasien, apotek. 
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ABSTRACT 

THE RELATIONSHIP OF SERVICE QUALITY OF PHARMACEUTICAL 

TO THE SATISFACTION CUSTOMER OF BPJS PARTICIPANTS AT A 

PHARMACEUTICAL CLINIC IN MARTAPURA (By Kiki Melda Sary; 

Advisor: Karunita Ika Astuti, Yustin Ari Prihandini.; 2022; 84 pages) 

Pharmacy is service facility used for pharmacy practice by pharmacists. Health 

service standards are guidelines used to provide pharmaceutical services. The 

quality of pharmaceutical services is related to patient satisfaction. The purpose of 

this study was to determine the quality of pharmaceutical services, to determine 

the level of satisfaction of BPJS participants and the relationship between the 

quality of pharmaceutical services at the X Martapura Pharmacy Clinic. This 

study with a cross sectional survey design conducted on BPJS patients who visit 

the X Martapura Pharmacy Clinic. The sample used in the study was 70 person 

using purposive sampling technique. Data was collected using a 5-dimensional 

SERVQUAL method questionnaire, namely: assurance, tangible, responsiveness, 

empathy and reliability. Data analysis using Chi Square test. The results of the 

research that have been carried out can be seen that the overall quality of 

pharmaceutical services at the Martapura Pharmacy Clinic is categorized as very 

important and the level of patient satisfaction is categorized as very satisfied. The 

relationship between the quality of pharmaceutical services and the level of 

satisfaction of BPJS participants obtained a p-value of 0.000, which means that 

there is relationship between the quality of pharmaceutical services and the 

satisfaction level of BPJS participants at the Martapura Clinic Pharmacy. 

Keywords : Pharmaceutical service quality, patient satisfaction, pharmacy. 
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