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ABSTRAK

Erestu Fadya, 2110411320040, 2025. Kualitas Pelayanan Pengambilan Obat
Pada Pasien Rawat Jalan di Instalasi Farmasi Rumah Sakit Tk. 111 Dr. R.
Soeharsono (TPT) Banjarmasin. Dibawah bimbingan Widyakanti.

Pelayanan pengambilan obat di instalasi farmasi merupakan bentuk
pelayanan publik yang sangat penting untuk menentukan kepuasan pasien. Namun,
di Rumah Sakit Tk. Il Dr. R. Soeharsono (TPT) Banjarmasin, masih terdapat
keluhan mengenai lamanya waktu tunggu dan sikap petugas yang kurang ramah.
Penelitian ini bertujuan untuk mengetahui kualitas pelayanan pengambilan obat
pada pasien rawat jalan serta mengidentifikasi faktor-faktor yang menghambat
proses pelayanan tersebut.

Penelitian ini menggunakan metode deskriptif kualitatif dengan teknik
pengumpulan data melalui wawancara, observasi, dan dokumentasi. Analisis data
dilakukan menggunakan model Miles dan Huberman yang meliputi reduksi data,
penyajian data, dan penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa kualitas pelayanan pengambilan obat
pada pasien rawat jalan di Instalasi Farmasi Rumah Sakit Tk. Il Dr. R. Soeharsono
(TPT) Banjarmasin secara umum berjalan cukup baik berdasarkan enam atribut
kualitas pelayanan menurut Tjiptono. Namun, ketepatan waktu pelayanan masih
kurang baik karena waktu tunggu yang lama, yang dipengaruhi oleh beberapa
faktor. Di sisi lain, akurasi pelayanan, kesopanan dan keramahan, serta atribut
pendukung lainnya sudah baik. Kemudahan mendapatkan pelayanan dan
kenyamanan dalam memperoleh pelayanan tergolong cukup baik. Faktor
penghambat meliputi: 1) Keterbatasan sumber daya manusia (SDM); 2)
Ketidaktahuan pasien terhadap alur pelayanan; 3) Ketidakteraturan jadwal poli; 4)
Gangguan koneksi internet atau server down; 5) Kendala pengadaan obat; 6)
Keterbatasan ruang pelayanan farmasi, serta 7) Keluhan pasien terhadap lamanya
waktu tunggu.

Saran dari penelitian ini meliputi peningkatan jumlah dan kompetensi SDM,
perbaikan sistem penjadwalan poli, penguatan jaringan serta sistem digital,
penyediaan informasi alur pelayanan yang lebih jelas, dan optimalisasi manajemen
persediaan obat. Selain itu, peningkatan kapasitas ruang pelayanan diharapkan
dapat mendukung kelancaran proses pengambilan obat.

Kata kunci: Kualitas Pelayanan, Pelayanan Farmasi, Instalasi Farmasi



ABSTRACT

Erestu Fadya, 2110411320040, 2025. Quality of Medicine Dispensing Services
for Outpatients at the Pharmacy Installation of Dr. R. Soeharsono (TPT)
Banjarmasin Level 111 Hospital. Under the guidance of Widyakanti.

Medication dispensing services at the pharmacy are an essential component
of public services delivery because they directly affect patient satisfaction. At Dr.
R. Soeharsono (TPT) Banjarmasin Level I11 Hospital, however, patients still report
long waiting times and less-than-friendly staff attitudes. This study aims to assess
the quality of outpatient medication dispensing services and identify the factors that
hinder service performance.

This research employs a descriptive qualitative approach, using interviews,
observations, and documentation as data collection techniques. Data were
analyzed using the Miles and Huberman model, consisting of data reduction, data
display, and conclusion drawing.

The findings indicate that the quality of outpatient medication dispensing
services at the Pharmacy Installation of Dr. R. Soeharsono (TPT) Banjarmasin
Level 11l Hospital is generally quite good when reviewed using Tjiptono’s six
service quality attributes. Nevertheless, service timeliness remains inadequate due
to prolonged waiting times, influenced by several contributing factors. Meanwhile,
service accuracy, politeness and friendliness, as well as other supporting attributes
are categorized as good. Convenience and ease of accessing services are fairly
good, although still affected by several obstacles. Inhibiting factors include: (1)
limited human resources, (2) patients’ lack of understanding of service procedures;
(3) irregular clinic schedules; (4) internet disruptions or server downtime; (5)
challenges in medicine procurement; (6) restricted pharmacy service space; and
(7) patient complaints about long waiting times.

The study recommends increasing the number and competency of human
resources, improving clinic scheduling, strengthening digital systems and network
stability, providing clearer service procedure information, and optimizing
medication inventory management. Enhancing the capacity of the service area is
also expected to improve the overall dispensing process.

Keywords: Service Quality, Pharmaceutical Services, Pharmacy Installation
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