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TINGKAT KEPUASAN PELAYANAN PASIEN BPJS KESEHATAN 

TERHADAP PELAYANAN OBAT DI APOTEK X 

KOTA SIBOLGA 
 

         ABSTRAK 

 

Salah satu yang menjadi kebutuhan utama bagi masyarakat adalah masalah 

kesehatan. Indonesia memiliki asuransi kesehatan yang dikelola langsung oleh 

pemerintah. Kepuasan pasien diperoleh setelah pasien mendapatkan pelayanan 

yang dianggap sesuai atau melebihi harapan. Tujuan penelitian untuk mengetahui 

kepuasan responden BPJS Kesehatan terhadap pelayanan obat di Apotek X Kota 

Sibolga, diagnosa dan obat terbanyak pada responden BPJS Kesehatan terhadap 

pelayanan obat di Apotek X Kota Sibolga. 

Penelitian ini merupakan penelitian deskriptif dengan desain penelitian 

survey. Data diambil menggunakan kuesioner yang diberikan kepada responden. 

Sampel berjumlah 80 orang responden yang memenuhi kriteria inklusi. Data yang 

dipakai data primer, yaitu data yang diambil langsung dari responden. Teknik 

pengumpulan data dengan cara memberikan kuesioner lalu diisi langsung oleh 

responden kemudian dikembalikan kepada peneliti.  

Hasil penelitian berdasarkan analisa SPSS karakteristik pasien paling 

tinggi diperoleh perempuan dengan 43 responden (46,3%), rentang usia 46-55 

tahun dengan 26 responden (32,5%), pekerjaan ibu rumah tangga dengan 22 

responden (27,5%,). Analisa SPSS diagnosa tertinggi hipertensi sebanyak 26 

responden (32,5%) dan analisa SPSS nama obat tertinggi amlodipin sebanyak 32 

responden (40,0%). Berdasarkan model Servqual, dimensi assurance (Jaminan) 

memiliki rata-rata 98%, dimensi emphaty (Rasa Peduli) 96%, dimensi reability 

(Kehandalan) 95%, dimensi tangible ( Bukti Nyata) 95% dan responsiveness 

(Ketanggapan) 92%. Kesimpulan yang diperoleh yaitu dimensi assurance 

(Jaminan) memiliki rata-rata tertinggi, yaitu 98% dan yang memiliki rata-rata 

terendah, yaitu responsiveness (Ketanggapan) 92%. 

 

Kata Kunci: BPJS, kepuasan pasien, hipertensi, amlodipine, Servqual 
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THE LEVEL OF SATISFACTION OF BPJS KESEHATAN PATIENTS WITH 

MEDICINAL SERVICES AT X PHARMACY 

SIBOLGA CITY 
 

          ABSTRACT 

 

One of the main needs for the community is health problems. Indonesia 

has health insurance that is managed directly by the government. Patient 

satisfaction is obtained after the patient gets services that are considered 

appropriate or exceed expectations. The aim of the study was to determine the 

satisfaction of BPJS Kesehatan respondents with drug services at the X Pharmacy 

Sibolga City, the most diagnoses and drugs among BPJS Kesehatan respondents 

with drug services at the X Pharmacy Sibolga City. 

This research is a descriptive study with a survey research design. Data 

was taken using a questionnaire given to respondents. The sample is 80 

respondents who meet the inclusion criteria. The data used are primary data, 

namely data taken directly from the respondents. The data collection technique 

was by giving a questionnaire and then filling it in directly by the respondent and 

then returning it to the researcher. 

The results of the study based on SPSS analysis of patient characteristics 

were highest obtained by women with 43 respondents (46.3%), age range 46-55 

years with 26 respondents (32.5%), housewife work with 22 respondents 

(27.5%,). SPSS analysis of the highest diagnosis of hypertension was 26 

respondents (32.5%) and SPSS analysis of the highest drug name amlodipine was 

32 respondents (40.0%). Based on the Servqual model, the assurance dimension 

has an average of 98%, the empathy dimension 96%, the reliability dimension 

95%, the tangible dimension 95% and responsiveness 92%. The conclusion 

obtained is that the assurance dimension has the highest average, which is 98% 

and which has the lowest average, namely responsiveness 92%. 

 

Keywords: BPJS, patient satisfaction, hypertension, amlodipine, Servqual 
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