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ABSTRAK 

 

Kepuasan pasien dikatakan sebagai evaluasi pasca pelayanan yang diberikan dan 

merupakan pengalaman yang akan selalu diingat oleh pasien sehingga pasien 

dapat memutuskan untuk kembali lagi membeli suatu produk. Indikator pelayanan 

terletak pada 5 dimensi yaitu, bukti fisik (tangible), empati (empathy), reliabilitas 

(reliability), data tanggap (responsiveness), dan jaminan (assurance). Tujuan dari 

penelitian ini adalah untuk mengetahui kualitas tingkat kepuasan pelayanan obat 

non resep pada suatu apotek dan mengetahui dimensi yang harus ditingkatkan 

serta diperbaiki dalam pelayanan. Jenis penelitian ini dilakukan secara kuantitatif 

dengan metode cross sectional dan teknik sampling yang digunakan adalah 

purposive sampling. Instrumen yang digunakan adalah kuesioner dengan sampel 

yang memenuhi kriteria inklusi. Data diolah menggunakan SPSS trial Versi 29. 

Hasil penelitian menunjukan dimensi tangible sebesar 74,6% (puas), dimensi 

empathy sebesar 71,3% (puas), dimensi responsivennes sebesar 78,5% (puas), 

dimensi reliability sebesar 57,1% (cukup puas) dan dimensi assurance sebesar 

57% (cukup puas). Dimensi yang harus diperbaiki dan ditingkatkan adalah 

dimensi reliability dan assurance. 

Kata Kunci: bukti fisik, daya tanggap, empati, jaminan, kepuasan, reliabilitas 

 

 

 

 

 

 

 

 



 
 

 

ANALYSIS OF CUSTOMER SERVICE QUALITY SATISFACTION 
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DIMENSIONS OF PUBLIC SERVICE 
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24041119187 

ABSTRACT 

Patient satisfaction is said to be a post-service evaluation provided and is an 

experience that will always be remembered by patients so that patients can decide 

to come back to buy a product. Service indicators are located in 5 dimensions, 

namely, physical evidence (tangible), empathy (empathy), reliability (reliability), 

data responsiveness (responsiveness), and assurance (assurance). The purpose of 

this study was to determine the quality of nonprescription drug service 

satisfaction levels at a pharmacy and find out the dimensions that must be 

improved and improved in service. This type of research was carried out 

quantitatively with the cross sectional method and the sampling technique used is 

purposive sampling. The instrument used is a questionnaire with samples that 

meet the inclusion criteria. Data processing in this study used SPSS trial Version 

29. Based on the results of the study, the tangible dimension was 74.6% 

(satisfied), the empathy dimension was 71.3% (satisfied), the responsivennes 

dimension was 78.5% (satisfied), the reliability dimension was 57.1% (quite 

satisfied) and the assurance dimension was 57% (quite satisfied).  The dimensions 

that must be improved and improved are the reliability and assurance dimensions. 

Keywords: assurance, empathy, physical evidence, reliability, responsiveness, 

satisfaction 
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