
INTERNATIONAL JOURNAL OF SCIENTIFIC & TECHNOLOGY RESEARCH VOLUME 10, ISSUE 09, SEPTEMBER 2021                   ISSN 2277-8616 

1 
IJSTR©2021 
www.ijstr.org 

The Effect Of The Quality Of Pharmacy Services 
On The Satisfaction Of Non-Bpjs Road Patients 
And The Impact On Drug Management At Rxtu 

Hospital. (Case Study At Kuningan Regional 
Hospital In West Java). 

 
Rohani, Aritonang, Derriawan

 

 
Index : Pharmaceutical service is a direct service and is responsible for patients to improve the quality of life for patients. Along with the community's 
more concern for their health, the higher the demands of the community for the quality of pharmaceutical services provided by the hospital. This study 
aims to analyze the effect of quality pharmaceutical services on the satisfaction of non-BPJS outpatients and the impact on drug management at the 
Kuningan Regional Hospital, West Java. The research method used in this research is a survey method. The selection of respondents was carried out 
using the Accidental Sampling technique on non-BPJS patients at the RXTU Hospital in Kuningan, West Java. Secondary data is a report data and 
primary data using a validated questionnaire. The approach in this research is descriptive quantitative and statistical data analysis of research results 
using Structural Equation Modeling (SEM). Data analysis was based on 100 completed questionnaires. The findings of this study indicate that the quality 
of pharmaceutical services has a direct effect on drug management, namely 0.59. For the indirect effect, it was found that the Quality of Pharmaceutical 
Services on Satisfaction of Non-BPJS Outpatients and Drug Management was 0.32. The quality of effective pharmaceutical services and high patient 
satisfaction can improve drug management. 
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1. Introduction 
Good drug management is very important to increase the 
operational efficiency of the hospital which in turn will improve 
the quality of the hospital. Thus the hospital can survive and 
carry out its functions. Evaluation of the quality of services in 
the Pharmacy Installation of a hospital is important because 
of the increasingly tight competition in the field of community 
pharmacy, with an assessment of the quality of services of a 
hospital, it will be known what things need to be maintained 
or optimized. Thus a hospital fulfills the position to be 
achieved in the future, and it is hoped that a hospital will have 
a good competitive advantage and achieve the desired 
position. RS RXTU is a hospital owned by the local 
government of Kuningan is a type B hospital. RXTU Hospital 
has a pharmacy installation led by a pharmacist. Pharmacy 
Pharmacy installation is located inside the hospital. The 
pharmacy at the RXTU Hospital Pharmacy Installation is 
divided into several depots, including outpatient depots, 
inpatient depots, operating room depots and emergency 
depots. Drug and Medical Devices (BHP) services are carried 
out by the drug and supplies section, where individual 
prescription services from inpatients and outpatients are 
served 24 hours. Inpatient services are handled by specialist 
doctors and general practitioners as well as nurses who 
assist doctors in carrying out medical actions. The doctor 
makes a visit or visite every morning and evening, including 
holidays for the patient. Outpatient services are general 
polyclinic, pediatric poly Each clinic room is serviced by 1 
doctor and ± 1 nurse, internal medicine clinic, poly obgyn, 
surgical clinic, dental clinic and physiotherapyAccording to 
data from 2016 - 2018 there was a decrease in patient visits 
to RXTU Hospital by 33.27%. This condition is partly caused 
by the patient's dissatisfaction with the quality of health 
services at the RXTU Hospital. The role of the 
pharmaceutical installation is very important in the smooth 
running of services. However, the problem that is often faced 

by RXTU Hospital is that it has not been able to provide the 
things that patients really expect. The obstacles faced by 
RXTU Hospital in improving the quality of health services 
include the lack of facilities in the form of facilities and 
infrastructure in the implementation of health services as well 
as understanding and responsibility for the work they have so 
that in completing their work they experience delays, are not 
optimal and lack awareness in terms of hospitality that should 
be given by an officer to the patient. If the quality of service 
does not meet the expectations of the patient, it will have an 
impact on patient satisfaction. If the patient is not satisfied, it 
will also have an impact on drug management such as the 
many drug vacancies that have occurred at RXTU Hospital.. 
Based on the above background, patient satisfaction is an 
important factor in pharmaceutical services at RXTU Hospital. 
Poor service quality can lead to a decrease in independent 
patients at RXTU Hospital. These conditions can affect the 
management of drugs contained in the hospital pharmacy, 
evaluation of planning, procurement, distribution and use is 
intended to determine "The Effect of Health Service Quality 
on Patient Satisfaction and the Impact on Drug Management 
at RXTU Hospital". 
 

2. Literature Review 
Service quality is the totality of the characteristics of goods 
and services that show its ability to satisfy customer needs, 
both obvious and hidden. For companies engaged in the 
service sector, providing quality services to customers is an 
absolute must if the company wants to achieve success [1]. 
In general, the quality of health services focuses on the 
concept that health services have three main bases, namely 
quality, access and cost. Quality can be achieved if affordable 
services can be provided in a manner that is appropriate, 
efficient and cost-effective. Quality service is customer-
oriented, readily available, accessible, acceptable, afforable, 
and easy to manage. Quality is achieved when customer 
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needs and expectations are met [2]. Satisfaction is the feeling 
of happy or disappointed someone that arises because of 
comparing the product's perceived performance (or results) 
against their expectations. [3]. Patient satisfaction is a 
subjective value on the quality of services provided, although 
there is still a subjective basisobjective means that even 
though the assessment is based on several things, namely, 
past experience, education, the psychological situation at that 
time, the influence of the environment at that time. It will still 
be based on the existing objective truths and reality, not 
merely judging badly if there is no negative experience, not 
merely saying good if there is no pleasant atmosphere 
experienced [4]. Management is the process of planning, 
organization, coordination and control of resources so that 
goals are achieved effectively and efficiently. Effective here 
means the goal is achieved according to plan, and efficient 
means that management is carried out carefully, organized, 
and on time. [5]. Drug Management and Use is one standard 
group that focuses on patients. This standard regulates 
various systems that coordinate with each other and are 
multi-disciplinary, especially in terms of selecting, procuring, 
storing, processing and distributing, as well as recording 
income and expenditure, preparing and monitoring drugs. 
Health practitioners have an important role in drug 
management with the principle of maintaining patient safety 
[6]. Hospital Pharmacy Installation in general can be defined 
as a department or unit or part of a hospital under the 
leadership of a pharmacist and assisted by several 
pharmacists who meet the requirements of the applicable 
laws and are responsible for all work and pharmacy, which 
consists of services. plenary ones includes planning, 
procurement, production, storage of pharmaceutical supplies 
/ pharmaceutical preparations, dispensing of drugs based on 
prescriptions for patients during and outpatient care, quality 
control and control of distribution and use of all medical 
supplies in the hospital [7]. 
 

3. Problem Definition 
Pharmaceutical services are activities that aim to identify, 
prevent, and resolve drug-related problems. The demands of 
patients and society for improving the quality of 
pharmaceutical services require an expansion from the old 
paradigm that is product-oriented (drug oriented) to a new 
paradigm that is patient-oriented with the philosophy of 
pharmaceutical service standards. This study uses primary 
data and secondary data in discussing the problem of 
prescription at RXTU Hospital. Primary data were obtained 
from interviews with management and employees at the 
RXTU Hospital pharmacy installation. Meanwhile, secondary 
data obtained from the Performance Report and the results of 
questionnaires to patients and employees. Researchers will 
only analyze problems related to the quality of health services 
related to patient satisfaction including physical points, 
reliability, response, assurance and empathy. From this data, 
it is then analyzed the Effect of Health Service Quality on 
Patient Satisfaction and the Impact on Drug Management at 
RXTU Hospital. 
 

4. Methodology 
This research was designed using a quantitative descriptive 
approach. This approach was chosen to analyze a number of 
independent variables on the dependent variable. The 
research method used in this research is a survey method. 

Data analysis techniques using the Structural Equation Model 
(SEM), in this case Liserel. The tests include multiple linear 
regression, coefficient of determination test and t test. 
 

 
 

Figure 1. Research Framework 
 

5. Results of Research 
 

a. Offending Estimates 
Offending estimates were mainly negative error variance. 
If there is a negative error variant, it is necessary to set 
the error variant to 0.01 or 0.05. 

 
Table 1. Goodness of Fit Model Test Results 

 
 
b. T-value and Standardized Estimate of Structural 

Equations 
The t test is intended to test the effect of an exogenous 
variable an endogenous variable or the effect of an 
endogenous variable on another endogenous variable. In 
other words, we want to test the significance of the 
influence of a variable that affects another affected variable 

 
Table 2. T-value and Standardized Estimate of Structural 

Equations 
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c. Structural Equation 
 
Satisfaction = 0.598*Service + e Drug Management 

=0.595*Service + 0.541* Satisfaction + e 
 
d. Hypothesis Test (t test) 

1). Quality of Service to Patient Satisfaction 
 

Table 3. Hypothesis Test Results 1 

 
 

2). Kepuasan Pasien Terhadap Manajemen Obat 
 

Table 4. Hypothesis Test Results 2 

 
 

3). Kepuasan Pasien Terhadap Manajemen Obat 
 

Table 4. Hypothesis Test Results 3 

 
 

6. Conclusions 
 
Based on the results of the analysis, it can be conclude 
as follows. 

1) There is a significant and significant effect of service 
quality on patient satisfaction at the RXTU Hospital in 
Kuningan area. This is due to the various characteristics 
of patients who will use health services, so that health 
care providers must always be ready to serve and care 
for patients and be able to respond well to the wishes 

and demands of patients. This shows that improving the 
quality of health services will lead to increased patient 
satisfaction.. 

2) There is a significant and significant effect on patient 
satisfaction with drug management at the RXTU 
Hospital in the Kuningan area. This shows that 
increasing patient satisfaction will affect drug 
management at RXTU Hospital. So this needs to be 
improved on Drug Management, namely good planning, 
procurement in accordance with needs, distribution to 
each hospital unit and the use of drugs that are 
guaranteed safety. So that the overall level of 
satisfaction can be felt by the patient, the suitability of 
the product with the patient's expectations and the level 
of satisfaction during a relationship with the hospital will 
continue to run well if all are met and according to the 
patient's expectations. 

3) There is a significant and significant influence on the 
quality of service on drug management at the RXTU 
Hospital in Kuningan area. Service quality is considered 
to be the most important factor in the development of 
Drug Management at RXTU Hospital, if it can improve 
service quality, it can build good communication and 
relationships with consumers so as to produce a product 
or service. 

 

7. Scope of the future 
To increase the number of patients who use the Hospital 
Pharmacy Installation, the hospital needs to improve the 
quality of services that are currently running, given the large 
role of service towards satisfaction, which has an impact on 
patient satisfaction, it is recommended that the hospital 
always improve services to patients, seen from the physical 
evidence that can be done to keep the building clean, 
complete the medicine according to the patient's request, so 
that the patient does not complain and the friendliness of the 
officers to the patient waiting at the Pharmacy Installation.. 
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