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INTISARI 

 

Oktaviani, Regina Putri Dwi., Purgiyanti., Pratiwi, Rosaria Ika., 2026. 

Gambaran Tingkat Kepuasan Pasien Terhadap Pelayanan Informasi Obat Di 

Puskesmas Kaligangsa Kota Tegal. Program Diploma III Farmasi Sekolah 

Vokasi Universitas Harkat Negeri. 

 

Pelayanan Informasi Obat (PIO) merupakan salah satu pelayanan 

kefarmasian yang berperan penting dalam menjamin keselamatan pasien serta 

rasionalitas penggunaan obat di fasilitas pelayanan kesehatan tingkat pertama. 

Tingkat kepuasan pasien terhadap PIO menjadi indikator keberhasilan mutu 

pelayanan kesehatan. Penelitian ini bertujuan untuk mengetahui tingkat kepuasan 

pasien terhadap pelayanan informasi obat di Puskesmas Kaligangsa Kota Tegal. 

Penelitian ini menggunakan metode kuantitatif dengan pendekatan cross 

sectional. Populasi penelitian adalah seluruh pasien yang menerima pelayanan 

informasi obat di Puskesmas Kaligangsa pada bulan September 2025 sebanyak 

1.770 pasien. Sampel penelitian ditentukan menggunakan teknik purposive 

sampling. Instrumen penelitian berupa kuesioner kepuasan pasien berdasarkan lima 

dimensi SERVQUAL, yaitu tangible, reliability, responsiveness, assurance, dan 

empathy. Analisis data dilakukan secara univariat untuk memperoleh distribusi 

persentase tingkat kepuasan pasien. 

Hasil penelitian menunjukkan bahwa tingkat kepuasan pasien terhadap 

pelayanan informasi obat berada pada kategori sangat puas pada seluruh dimensi. 

Dimensi keandalan memperoleh nilai sebesar 84,00%, daya tanggap 80,67%, 

jaminan 87,5%, empati 86,25%, dan bukti fisik 83,81%. Hasil rata-rata tingkat 

kepuasan pasien berdasarkan lima dimensi SERVQUAL mencapai 84,45% yang 

termasuk dalam kategori sangat puas. Secara keseluruhan, pelayanan informasi obat 

di Puskesmas Kaligangsa Kota Tegal dinilai sangat memuaskan oleh pasien. 

 

Kata Kunci: kepuasan pasien, pelayanan informasi obat, puskesmas, 

SERVQUAL 
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ABSTRACT 

 

Oktaviani, Regina Putri Dwi., Purgiyanti., & Pratiwi, Rosaria Ika. (2026). An 

Overview of Patient Satisfaction Levels with Drug Information Services at 

Kaligangsa Public Health Center, Tegal City. Diploma III Pharmacy Program, 

Vocational School, Universitas Harkat Negeri. 

 

Drug Information Services (DIS) are one of the pharmaceutical care 

services that play an important role in ensuring patient safety and the rational use 

of medicines in primary healthcare facilities. The level of patient satisfaction with 

DIS serves as an indicator of the quality and success of healthcare services. The 

purpose of this study is to determine the level of patient satisfaction with the drug 

information services offered at the Kaligangsa Community Health Center in Tegal 

City. 

This study employed a quantitative method with a cross-sectional approach. 

The study population consisted of all patients who received drug information 

services at Kaligangsa Public Health Center in September 2025, totaling 1,770 

patients. The sample was determined using a purposive sampling technique. The 

research instrument was a patient satisfaction questionnaire based on the five 

SERVQUAL dimensions: tangibles, reliability, responsiveness, assurance, and 

empathy. Data analysis was conducted using univariate analysis to obtain the 

percentage distribution of patient satisfaction levels. 

The results showed that patient satisfaction with drug information services 

fell into the very satisfied category across all dimensions. The reliability dimension 

achieved a score of 84.00%, responsiveness 80.67%, assurance 87.5%, empathy 

86.25%, and tangibles 83.81%. The average patient satisfaction level across the 

five SERVQUAL dimensions reached 84.45%, which is categorized as very 

satisfied. Overall, drug information services at Kaligangsa Public Health Center, 

Tegal City, were perceived as very satisfactory by patients. 

 

Keywords: patient satisfaction, drug information services, public health center, 

SERVQUAL 
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