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Abstract 
Hospital pharmacy services play an important role in improving the quality of healthcare and patient 
satisfaction. This study aimed to evaluate the level of outpatient satisfaction with drug services at the Pharmacy 
Installation of Muhammadiyah Hospital Palembang in 2021 based on five service quality dimensions, namely 
tangible, reliability, responsiveness, assurance, and empathy. This research used a descriptive quantitative 
method with a cross-sectional approach. Data were collected through questionnaires distributed to 100 
outpatients selected using accidental sampling techniques. The data were analyzed descriptively using the 
Service Quality (SERVQUAL) method by comparing patients’ expectations and perceptions of pharmacy 
services. The results showed that 58% of respondents were satisfied, while 42% were not satisfied with the 
pharmacy services provided. The overall service quality score was -0.36, indicating that patients were 
generally not satisfied with the quality of drug services. The tangible dimension had a score of -0.38, reliability 
-0.37, responsiveness -0.37, assurance -0.31, and empathy -0.35. The highest satisfaction level was found in 
the assurance dimension, while the lowest was in the tangible dimension. The Cartesian diagram analysis 
indicated that assurance, empathy, and tangible dimensions should be maintained, whereas responsiveness 
and reliability require improvement. The study concludes that outpatient pharmacy services at Muhammadiyah 
Hospital Palembang still need improvement to achieve better patient satisfaction and service quality. 
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Abstrak 
Layanan farmasi rumah sakit memainkan peran penting dalam meningkatkan kualitas pelayanan kesehatan dan 
kepuasan pasien. Penelitian ini bertujuan untuk mengevaluasi tingkat kepuasan pasien rawat jalan terhadap 
layanan obat di Unit Farmasi Rumah Sakit Muhammadiyah Palembang pada tahun 2021 berdasarkan lima 
dimensi kualitas layanan, yaitu aspek fisik, keandalan, responsivitas, jaminan, dan empati. Penelitian ini 
menggunakan metode kuantitatif deskriptif dengan pendekatan cross-sectional. Data dikumpulkan melalui 
kuesioner yang dibagikan kepada 100 pasien rawat jalan yang dipilih menggunakan teknik sampling acak. Data 
dianalisis secara deskriptif menggunakan metode Kualitas Layanan (SERVQUAL) dengan membandingkan 
ekspektasi dan persepsi pasien terhadap layanan farmasi. Hasil penelitian menunjukkan bahwa 58% responden 
merasa puas, sedangkan 42% tidak puas dengan layanan apotek yang diberikan. Skor kualitas layanan secara 
keseluruhan adalah -0,36, yang menunjukkan bahwa pasien secara umum tidak puas dengan kualitas layanan 
obat. Dimensi fisik memiliki skor -0,38, keandalan -0,37, responsivitas -0,37, jaminan -0,31, dan empati -0,35. 
Tingkat kepuasan tertinggi ditemukan pada dimensi jaminan, sedangkan yang terendah pada dimensi fisik. 
Analisis diagram Cartesian menunjukkan bahwa dimensi jaminan, empati, dan fisik harus dipertahankan, 
sedangkan responsivitas dan keandalan perlu ditingkatkan. Studi ini menyimpulkan bahwa layanan farmasi 
rawat jalan di Rumah Sakit Muhammadiyah Palembang masih memerlukan perbaikan untuk mencapai 
kepuasan pasien dan kualitas layanan yang lebih baik. 
 
Kata Kunci: Kepuasan Pasien, Layanan Farmasi, Rawat Jalan, SERVQUAL, Farmasi Rumah Sakit 
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PENDAHULUAN 
Healthcare development is an essential part of national development aimed at improving the 

quality of life and public health status (Rammal et al., 2024). Hospitals, as healthcare service 

providers, are required to deliver high-quality services that meet patient expectations and 

ensure patient satisfaction. One of the important units in hospitals is the pharmacy 

installation, which plays a significant role in providing pharmaceutical services, including 

drug dispensing, drug information, and patient counseling. Pharmaceutical services are 

expected not only to focus on drug management but also to prioritize patient-oriented 

services to improve treatment outcomes and patient quality of life. 

In recent years, the paradigm of pharmaceutical services has shifted from drug-oriented 

services to patient-oriented services known as pharmaceutical care (Allam, 2025). 

Pharmacists are expected to provide comprehensive services, including accurate drug 

information, patient counseling, monitoring of drug use, and evaluation of treatment 

outcomes (Alkaim & Khan, 2024). The quality of pharmaceutical services greatly influences 

patient satisfaction because patients tend to evaluate hospital performance based on the 

services they receive directly. Patient satisfaction is defined as the level of feeling that arises 

after comparing perceived service performance with patient expectations. Therefore, 

evaluating patient satisfaction is important for healthcare institutions to improve service 

quality and maintain patient trust. 

Muhammadiyah Hospital Palembang is one of the type C hospitals in Palembang City that 

provides outpatient pharmaceutical services. Based on preliminary data, the hospital 

experienced fluctuating outpatient visits between 2023 and 2025. In addition, the number of 

pharmacists available in the hospital pharmacy installation was still below the standard 

required by the Indonesian Ministry of Health Regulation Number 56 of 2014. This condition 

may affect the quality of pharmacy services and patient satisfaction levels. Therefore, 

evaluating the quality of pharmacy services is necessary to identify service gaps and 

determine aspects that need improvement. 

Service quality can be measured using the SERVQUAL method developed by Parasuraman, 

which includes five dimensions: tangible, reliability, responsiveness, assurance, and 

empathy (Rahmawati et al., 2023; Setiono & Hidayat, 2022). Tangible refers to physical 

facilities and equipment, reliability refers to the ability to provide accurate and dependable 

services, responsiveness concerns prompt service delivery, assurance relates to staff 
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knowledge and courtesy, and empathy refers to personal attention given to patients. These 

dimensions are widely used to assess healthcare service quality and patient satisfaction. 

Several previous studies have shown that pharmaceutical service quality significantly affects 

patient satisfaction in hospitals and pharmacies. Patients generally expect fast (Wulandari et 

al., 2025), accurate (Setyawan et al., 2025), friendly, and informative services. However, 

gaps often occur between patient expectations and the actual services provided, leading to 

dissatisfaction. Therefore, identifying the dimensions with the largest service gaps is 

important to improve healthcare quality. 

Based on the background above, this study aimed to evaluate the level of outpatient 

satisfaction with drug services at the Pharmacy Installation of Muhammadiyah Hospital 

Palembang in 2021 using the SERVQUAL dimensions. This study is expected to provide 

useful information for hospital management in improving pharmaceutical service quality and 

increasing patient satisfaction. 

 

METODE PELAKSANAAN 
This study used a quantitative descriptive research design with a cross-sectional approach to 

evaluate outpatient satisfaction with drug services at the Pharmacy Installation of 

Muhammadiyah Hospital Palembang in 2025. The study focused on assessing patient 

satisfaction based on the five dimensions of service quality (SERVQUAL), namely tangible, 

reliability, responsiveness, assurance, and empathy. 

The population of this study consisted of all outpatients who redeemed prescriptions at the 

Pharmacy Installation of Muhammadiyah Hospital Palembang during the research period. 

The sample size was determined using a standard sample size formula with a confidence 

level of 95%, resulting in 100 respondents. The sampling technique used was accidental 

sampling, where respondents who met the inclusion criteria and were available during the 

data collection period were selected as participants. 

The inclusion criteria were patients who were willing to participate in the study and patients 

who redeemed chronic disease medications at the hospital pharmacy installation during the 

study period. Meanwhile, patients who refused to participate or did not complete the 

questionnaire were excluded from the study. 

Data were collected using a structured questionnaire based on the SERVQUAL dimensions. 

The questionnaire measured patient perceptions and expectations regarding pharmacy 

services. The tangible dimension assessed physical facilities and equipment, reliability 
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measured the ability of pharmacy staff to provide accurate services, responsiveness 

evaluated promptness in service delivery, assurance assessed staff competence and 

trustworthiness, and empathy measured staff attention and care toward patients. 

Table 1. Research Variables 

Variable Indicator 
Tangible Physical facilities, waiting room, equipment, staff 

appearance 
Reliability Accuracy and consistency of pharmacy services 
Responsiveness Speed and responsiveness of pharmacy staff 
Assurance Staff competence, trust, and safety assurance 
Empathy Attention, communication, and understanding of patient 

needs 

The collected data were analyzed using descriptive statistical analysis with the Statistical 

Product and Service Solution (SPSS) program. The analysis included frequency 

distributions, percentages, and mean scores for each SERVQUAL dimension. Service 

quality scores were obtained by calculating the gap between patients’ expectations and 

perceptions. A positive score indicated patient satisfaction, while a negative score indicated 

dissatisfaction. Furthermore, Importance Performance Analysis (IPA) with a Cartesian 

diagram was used to identify service dimensions that should be prioritized for improvement 

and dimensions that should be maintained 

 

HASIL DAN PEMBAHASAN 
Result 

This study evaluated outpatient satisfaction with drug services at the Pharmacy Installation 

of Muhammadiyah Hospital Palembang based on the five SERVQUAL dimensions: 

tangible, reliability, responsiveness, assurance, and empathy. The results were obtained from 

100 respondents who participated in the study. 

Respondent Characteristics 

Table 2. Characteristics of Respondents Based on Gender 
Gender Frequency Percentage (%) 
Male 53 53 
Female 47 47 
Total 100 100 
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Table 3. Characteristics of Respondents Based on Age 
Age Category Frequency Percentage (%) 

18–49 Years 61 61 
≥ 50 Years 39 39 
Total 100 100 

 

Table 4. Characteristics of Respondents Based on Education 
Education Level Frequency Percentage (%) 

Higher Education (Diploma, Bachelor, 
Master/Doctoral) 

69 69 

Lower Education (Elementary–Senior High 
School) 

31 31 

Total 100 100 

Patient Satisfaction Based on SERVQUAL Dimensions 

Table 5. Satisfaction Level in the Reliability Dimension 
Category Frequency Percentage (%) 

Satisfied 61 61 
Dissatisfied 39 39 
Total 100 100 

 

Table 6. Satisfaction Level in the Responsiveness Dimension 
Category Frequency Percentage (%) 

Satisfied 53 53 
Dissatisfied 47 47 
Total 100 100 

 

Table 7. Satisfaction Level in the Assurance Dimension 
Category Frequency Percentage (%) 

Satisfied 64 64 
Dissatisfied 36 36 
Total 100 100 

 

Table 8. Satisfaction Level in the Empathy Dimension 
Category Frequency Percentage (%) 

Satisfied 53 53 
Dissatisfied 47 47 
Total 100 100 

 

Table 9. Satisfaction Level in the Tangible Dimension 
Category Frequency Percentage (%) 

Satisfied 55 55 
Dissatisfied 45 45 
Total 100 100 
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Service Quality Gap Analysis 

Table 10. SERVQUAL Gap Scores for Each Dimension 
Dimension Perception Score Expectation Score Gap Score Interpretation 

Tangible 4.27 4.65 -0.38 Dissatisfied 
Reliability 4.23 4.60 -0.37 Dissatisfied 
Responsiveness 4.14 4.51 -0.37 Dissatisfied 
Assurance 4.30 4.61 -0.31 Dissatisfied 
Empathy 4.29 4.64 -0.35 Dissatisfied 

 

 

Figure 1. Cartesian Diagram of Service Quality for Each Dimension 

Overall, the total service quality score was -0.36, indicating that outpatient pharmacy 

services at Muhammadiyah Hospital Palembang had not fully met patient expectations. The 

Cartesian diagram analysis further showed that the assurance, empathy, and tangible 

dimensions should be maintained, whereas the responsiveness and reliability dimensions 

required improvement as priority areas. 

Discussion 

The findings of this study indicate that the overall quality of outpatient pharmacy services at 

the Pharmacy Installation of Muhammadiyah Hospital Palembang had not fully met patient 

expectations. The overall SERVQUAL gap score was -0.36, which indicates that 

respondents perceived the services provided as lower than their expectations. Patient 

satisfaction is an important indicator of healthcare quality because it reflects the extent to 

which healthcare services fulfill patient needs and expectations. The results of this study are 

consistent with previous studies reporting that gaps between patient expectations and actual 

healthcare services commonly occur in hospital pharmacy services. 
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Tangible Dimension 

The tangible dimension produced the largest negative gap score (-0.38), indicating that 

physical facilities and infrastructure were the main factors contributing to patient 

dissatisfaction. Although 55% of respondents reported satisfaction, many patients still 

perceived the waiting room facilities, information service area, and supporting infrastructure 

as inadequate. This finding suggests that patients place considerable importance on the 

physical appearance and comfort of healthcare facilities. 

This result is in line with a study by Binnie et al., (2025), which reported that physical 

evidence such as waiting room comfort, cleanliness, and the availability of supporting 

facilities strongly influence patient perceptions of pharmaceutical services. Similarly, 

Parasuraman’s SERVQUAL theory emphasizes that tangible aspects serve as the first visible 

indicator of service quality and can shape patient trust toward healthcare institutions. 

Therefore, improvements in waiting room facilities (Alamsyah et al., 2025), patient 

information areas, and service equipment are necessary to enhance patient satisfaction. 

Reliability Dimension 

The reliability dimension showed a negative gap score of -0.37, indicating that patients were 

not fully satisfied with the consistency and accuracy of pharmacy services. Although 61% 

of respondents reported satisfaction, some respondents expressed dissatisfaction regarding 

service speed and the timeliness of medication dispensing. Patients expect pharmacy staff to 

provide services accurately and within an acceptable waiting time. 

This finding is consistent with the study conducted by AlOmari & Hamid, (2022), which 

found that reliability significantly affects patient satisfaction in hospital pharmacy services. 

Reliability reflects the ability of healthcare providers to perform promised services 

dependably and accurately. Delays in drug dispensing and insufficient information regarding 

medication use may reduce patient confidence in healthcare services. Therefore, pharmacy 

staff should improve workflow efficiency and communication to minimize service delays. 

Responsiveness Dimension 

The responsiveness dimension also had a negative gap score (-0.37), showing that patients 

perceived the responsiveness of pharmacy staff as insufficient. Although more than half of 

respondents were satisfied, several respondents expected faster responses to patient 

complaints and clearer drug information services. Responsiveness is closely related to the 

willingness of healthcare staff to help patients and provide prompt services. 
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This finding supports previous studies showing that responsiveness is one of the major 

determinants of patient satisfaction in healthcare services. According to Supriyanto and Chen 

et al., (2024), responsiveness influences patient trust and perceived service quality because 

patients highly value quick and attentive responses from healthcare workers. In pharmacy 

practice, responsiveness includes providing immediate assistance, responding to complaints, 

and delivering understandable medication information. Therefore, training pharmacy staff in 

communication and patient-centered care is necessary to improve responsiveness. 

Assurance Dimension 

The assurance dimension obtained the smallest negative gap score (-0.31), indicating that 

this dimension had the highest level of patient satisfaction among all dimensions evaluated. 

Most respondents felt confident in the competence and professionalism of pharmacy staff, 

particularly regarding accurate medication dispensing and staff courtesy. This result suggests 

that pharmacy staff were generally successful in creating trust and confidence among 

patients. 

The findings are supported by previous research showing that assurance is closely associated 

with patient trust and perceived safety in healthcare services. According to Chen et al., 

(2024), assurance includes staff knowledge, politeness, and the ability to provide a sense of 

security to patients. Patients are more likely to feel satisfied when healthcare providers 

demonstrate competence and professionalism. Therefore, maintaining staff competence 

through continuous professional training is important to sustain patient trust and satisfaction. 

Empathy Dimension 

The empathy dimension showed a negative gap score of -0.35, indicating that patients still 

expected better personal attention and communication from pharmacy staff. Although 53% 

of respondents reported satisfaction, some respondents felt that pharmacy staff did not fully 

understand patient needs or provide sufficient emotional support during service interactions. 

This finding aligns with the concept proposed by Parasuraman et al., on Wider et al., (2024) 

which emphasizes that empathy involves caring, individualized attention, and understanding 

patient needs. Previous studies have shown that empathy significantly affects patient 

satisfaction because patients appreciate healthcare providers who are friendly, patient, and 

willing to listen to their concerns. Effective communication and emotional support are 

essential in pharmaceutical care because they improve patient trust, medication adherence, 

and overall treatment outcomes. 
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Overall, the findings of this study demonstrate that all SERVQUAL dimensions still had 

negative gap scores, indicating that patient expectations exceeded perceived service 

performance. The results suggest that Muhammadiyah Hospital Palembang should prioritize 

improvements in tangible, reliability, and responsiveness dimensions while maintaining 

assurance and empathy dimensions. Enhancing physical facilities, improving service 

efficiency, and strengthening communication skills among pharmacy staff may contribute to 

higher patient satisfaction and better healthcare quality. 

 

SIMPULAN 
This study concludes that the quality of outpatient pharmacy services at the Pharmacy 

Installation of Muhammadiyah Hospital Palembang has not fully met patient expectations 

based on the SERVQUAL dimensions. Among the five dimensions evaluated, the assurance 

dimension demonstrated the best service performance, indicating that patients generally 

trusted the competence and professionalism of pharmacy staff. However, the tangible, 

reliability, responsiveness, and empathy dimensions still showed service gaps that 

contributed to patient dissatisfaction. 

The findings indicate that physical facilities, service efficiency, responsiveness to patient 

needs, and interpersonal communication remain important aspects requiring improvement to 

enhance patient satisfaction. Therefore, the hospital is expected to strengthen the quality of 

pharmaceutical services through improvements in infrastructure, faster and more accurate 

service delivery, and enhanced patient-centered communication by pharmacy staff. These 

improvements are essential to achieving better healthcare service quality and increasing 

patient trust in hospital pharmacy services. 

 

REFERENSI 
Alamsyah, M., Windusari, Y., & Idris, H. (2025). Waiting Time Experiences and Perceptions 

Among National Health Insurance Patients in Outpatient Care. Journal La 

Medihealtico, 6(5), 1419–1432. 

https://doi.org/10.37899/journallamedihealtico.v6i5.2751 

Alkaim, A. F., & Khan, M. (2024). Pharmacist-Led Medication Therapy Management: A 

Review of Its Effectiveness in Improving Patient Outcomes. Clinical Journal for 

Medicine, Health and Pharmacy, 2(4), 31–39. 



Jurnal Pemberdayaan Komunitas MH Thamrin 
Vol. 8 (1) Maret 2026 

p-ISSN: 2656-2847 e-ISSN: 2656-1018 
Hal : 141-151 

https://journal.thamrin.ac.id/index.php/JPKMHthamrin/article/view/3444/2865      150 

 

 

Allam, H. (2025). Prescribing the Future: The Role of Artificial Intelligence in Pharmacy. 

Information, 16(2), 131. https://doi.org/10.3390/info16020131 

Alibrandi, A, Gitto, L, Limosani, M, & Mustica, PF (2023). Patient satisfaction and quality 

of hospital care. Evaluation and Program …, Elsevier, 

https://www.sciencedirect.com/science/article/pii/S0149718923000289 

Akthar, N, Nayak, S, & Pai, Y (2023). Determinants of patient satisfaction in Asia: Evidence 

from systematic review of literature. Clinical Epidemiology and Global Health, 

Elsevier, https://www.sciencedirect.com/science/article/pii/S221339842300180X 

AlOmari, F., & Hamid, A. B. A. (2022). Strategies to improve patient loyalty and medication 

adherence in Syrian healthcare setting: The mediating role of patient satisfaction. 

PLOS ONE, 17(11), e0272057. https://doi.org/10.1371/journal.pone.0272057 

Asamrew, N, Endris, AA, & ... (2020). Level of patient satisfaction with inpatient services 

and its determinants: a study of a specialized hospital in Ethiopia. Journal of 

environmental …, Wiley Online Library, https://doi.org/10.1155/2020/2473469 

Binnie, V., Eley, R., & Staib, A. (2025). What Factors Could Create a More Comfortable 

Waiting Experience for Patients on Emergency Department Ramps? A Scoping 

Review. Emergency Medicine Australasia, 37(5), e70125. 

https://doi.org/10.1111/1742-6723.70125 

Chen, L.-H., Chen, C.-H., Loverio, J. P., Wang, M.-J. (Sebrina), Lee, L.-H., & Hou, Y.-P. 

(2024). Examining Soft and Hard Attributes of Health Care Service Quality and Their 

Impacts on Patient Satisfaction and Loyalty. Quality Management in Healthcare, 

33(3), 176. https://doi.org/10.1097/QMH.0000000000000420 

Rahmawati, R., Permana, J., Nurdin, D., Triatna, C., & Fadhli, F. (2023). Analysis of 

University Student Satisfaction Levels with the Learning Process on Five 

Dimensions of Service Quality (SERVQUAL). AL-ISHLAH: Jurnal Pendidikan, 

15(2), 1944–1957. https://doi.org/10.35445/alishlah.v15i2.2355 

Rammal, D. S., Alomar, M., & Palaian, S. (2024). AI-Driven pharmacy practice: Unleashing 

the revolutionary potential in medication management, pharmacy workflow, and 

patient care. Pharmacy Practice, 22(2), 1–11. 

Setiono, B. A., & Hidayat, S. (2022). Influence of Service Quality with the Dimensions of 

Reliability, Responsiveness, Assurance, Empathy and Tangibles on Customer 



Jurnal Pemberdayaan Komunitas MH Thamrin 
Vol. 8 (1) Maret 2026 

p-ISSN: 2656-2847 e-ISSN: 2656-1018 
Hal : 141-151 

https://journal.thamrin.ac.id/index.php/JPKMHthamrin/article/view/3444/2865      151 

 

 

Satisfaction. International Journal of Economics, Business and Management 

Research, 06(09), 330–341. https://doi.org/10.51505/IJEBMR.2022.6924 

Setyawan, A. B., Setyawan, A. A., & Alam, Y. (2025). The Effect of Service Quality, 

Infrastructure, and Hospital Image on Patient Satisfaction in Pharmaceutical Services 

at the Outpatient Pharmacy Depot of RSUD Dr. Harjono Ponorogo. Journal Research 

of Social Science, Economics & Management, 4(12), 2384. 

https://doi.org/10.59141/jrssem.v4i12.944 

Wider, W., Tan, F. P., Tan, Y. P., Lin, J., Fauzi, M. A., Wong, L. S., Tanucan, J. C. M., & 

Hossain, S. F. A. (2024). Service quality (SERVQUAL) model in private higher 

education institutions: A bibliometric analysis of past, present, and future prospects. 

Social Sciences & Humanities Open, 9, 100805. 

https://doi.org/10.1016/j.ssaho.2024.100805 

Wulandari, M., Hariyanti, T., & Ratri, D. R. (2025). Effect Of Information Clarity On 

Waiting Time And Service Quality On Patient Satisfaction In Jkn Outpatient 

Pharmacy Unit At Dr. Saiful Anwar Hospital Cy Service Unit Of Jkn Dr. Saiful 

Anwar Hospital. Journal of Community Health and Preventive Medicine, 5(Issue 

Supplement 1), 90–96. 

  


