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ABSTRACT

Facing the era of intense competition that needs to be trained by hospitals is patient
satisfaction, patient satisfaction is closely related to quality service quality and service quality is
evaluated by achieving minimum service standards that are in accordance with standards. The
existence of preliminary data from the RSI about pharmacy service satisfaction figures in terms of
facilities 95.2%, waiting time 77.4%, friendliness 95.2%, accuracy 91.9%, where this data still needs
more in-depth research to obtain satisfaction figures valid. The purpose of this study was to determine
the effect of service quality on patient satisfaction and the achievement of Minimum Service Standards
for outpatient pharmacy installation in Malang Hospital "Unisma". This type of research is
quantitative with observational analytic using cross sectional. The population in this study were all
patients who visited who had received medication services, taking samples by simple random
sampling of 136 samples, using questionnaires. Analyze data with path analysis. The results showed
that the path coefficient of Service Quality to satisfaction of 0.425 showed a positive effect. The path
coefficient of Service Quality towards achievement of MSS of 0.413 shows a positive influence, the
path coefficient of Patient Satisfaction with achievement of MSS of 0.166 shows a positive influence.
To improve the quality of service, it will be followed by achieving good standards, so patient
satisfaction will also increase. From the results of this study it can be concluded that the better the
Quality of Service, the better Patient Satisfaction. The better the Quality of Service, the better the
Achievement of Minimum Service Standards and the better the Patient Satisfaction, the better the
Quality of Service Standards.
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INTRODUCTION

Pharmaceutical services are a direct service to patients, one of the pharmaceutical service
goals, which is to protect patients and communities from irrational use of drugs in the context of
patient safety (Anonymous, 2014).

Optimal service needs to be supported by the quality of services, providing information,
education and monitoring drug use by pharmacists to ensure the patient's therapeutic goals have been
achieved and are well-documented. (Yoga, 2017).

Service quality is a measure of how well the level of service provided is able to meet
customer expectations. Based on this definition service quality is determined by the company's ability
to meet customer needs and desires according to customer expectations. (Tjiptono, Chandra and
Andriana, 2011).

To measure the level of service quality, especially in hospitals, it is measured by assessing the
level of customer satisfaction. Satisfaction is a function of the impression of performance and hope.
New patients will feel satisfied if the performance of health services obtained is the same or exceeds
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their expectations and vice versa, dissatisfaction or feelings of patient disappointment will arise if the
performance of health services obtained is not in line with expectations (Kotler, Philip and Gary
Armstrong. 2012). Facing the era of intense competition the main thing that needs to be considered by
hospitals is customer satisfaction in order to survive, compete to maintain existing markets.

As preliminary data for research, satisfaction figures for Outpatient Pharmacy Installation in
Malang Islamic Hospital "Unisma" have been measured, satisfaction figures in terms of facilities,
energy and waiting time, where the achievement for facilities is 95.2%, waiting time is 77.4%,
hospitality 95.2%, accuracy of 91.9% still needs to be discussed more deeply.

The purpose of this study was: To determine the effect of service quality on patient
satisfaction and achievement of the Minimum Service Standard (SPM) Outpatient Pharmacy
Installation in Malang RSI "Unisma".

METHODS

The type of this research is quantitative conducted by observational analytic using cross
sectional design or cross-sectional design. The population in this study were : All patients who had
received services at the Outpatient Pharmacy Installation in Malang Unisma Hospital, Sample in this
study were: Patients who visited and had received drug service and were willing to become
respondents. The sampling technique used is: Probability Sampling Technique with Simple Random
Sampling : random sampling from the population.

The instrument used was a patient satisfaction questionnaire on drug service, a questionnaire
on the quality of patient care, a sheet of observation on the data of a minimum service standard, a
dependent variable (dependent variable) is customer satisfaction and. Minimum Service Standards for
Pharmacy Installation while Independent Variables (independent variables) are Quality of Pharmacy
Installation services.

Data analysis using descriptive analysis, bivariate analysis was performed to find whether
there was influence/relationship of each dependent variable and independent variable. Data analysis
using Linear Regression. Multivariate analysis is done using Path Analysis.

RESULTS
This research was conducted at the Malang Hospital "Unisma", with 136 samples, with the
results:
Table 1. Results of service quality frequency distribution
Quality SB B TB STB
Achievement 24% 75% 1% 0%

For patient service quality states very good there are 24% patients, and good service quality is
75%, service quality is not good there is 1% and quality is not very good no or 0%, 1% is not good
this percentage is highest in variable speed in service still lacking, facilities and waiting room
conditions are less comfortable.

Table 2. Results of frequency distribution of patient satisfaction.

Satisfaction SB B B STB
Achievement 29% 69% 2% 0%

For patient satisfaction, it was found that patients who stated that patient satisfaction stated
that they were very satisfied were 29%, who stated that they were satisfied 69%, there were 2%
dissatisfied, very dissatisfied 0%, 2% of dissatisfied 2% who were dissatisfied the most variable is the
officer speed and the comfort of the waiting room, this is the same as the assessment of service
quality.
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Satisfaction of patients is very satisfied and satisfied reaching 98%. This shows that patient
satisfaction with 14 indicators of satisfaction: drug service flow, ease of service, staff skills, officer
discipline, clarity of tasks, expertise in serving drugs, speed, fairness, friendliness, reasonable cost,
certainty of cost, certainty of service schedule, comfort of waiting room and security of drug service
are good.

Table 3. Results of Frequency Distribution of Quality Service Standards

No Indicator Standars \(;:Smplla;::;e Total sui taoﬁili ty
Number of speed recipes :
1 a. Non concoction < 30 minutes 100 16 116 74%
b. Mixture < 60 minutes 8 12 20 6%
2  Accuracy of recipes 100% 136 0 136 100%
3 Formulary suitability 100% 129 7 136 95%

Based on the table above, the results of the quality service standard frequency distribution are
described :
a. Based on the speed of the recipe, the appropriate recipe speed number is 80%
b. Based on the accuracy of the recipe, 100 percent is obtained according to quality service
standards

C. Based on the suitability of the formulary, it was found that 95 percent met the quality service
standard.
Crosstab Results

Table 4.4 Quality * Crosstabulation Satisfaction

Satisfaction

Satisfied Very satisfied Total
Count 89 3 92
Good % of Total 65.4% 2.0% 67.6%
Quallty 00 Ootla . 0 . 0 . 0
Very good Count 13 31 44
% of Total 9.6% 22.8% 32.4%
Total Count 102 34 136
% of Total 75.0% 25.0% 100.0%
Table 4.5 Quality * SPM. Crosstabulation speed SPM.
SPM. speed
Not suitable Suitable Total
Good Count 25 67 92
Quality % of Total 18.4% 49.3% 67.6%
Very good Count 6 38 44
% of Total 4.4% 27.9% 32.4%
Total Count 31 105 136
% of Total 22.8% 77.2% 100.0%
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Table 4.6 Quality * SPM. Accuracy of Crosstabulation SPM. Total Accuracy

SPM. Accuracy

Not suitable Suitable Total
Good Count 1 91 92
Quality % of Total 0.7% 66.9% 67.6%
Very good Count 0 44 44
% of Total 0.0% 32.4% 32.4%
Total Count 1 135 136
% of Total 0.7% 99.3% 100.0%

Table 4.7 Quality * SPM. Formulary Crosstabulation Total SPM. Formulary

SPM. Formulary

Not suitable Suitable Total
Good Count 6 86 92
Quality % of Total 4.4% 63.2% 67.6%
Very good Count 9 35 44
% of Total 6.6% 25.7% 32.4%
Total Count 15 121 136
% of Total 11.0% 89.0% 100.0%
Table 4.8 SPM * Satisfaction. Crosstabulation speed SPM. Total speed
SPM. Speed
Notsuitable ___ Suitable Total
Satisfied Count 28 74 102
. . % of Total 20.6% 54.4% 75.0%
Satisfaction
Very satisfied Count 3 31 34
% of Total 2.2% 22.8% 25.0%
Total Count 31 105 136
% of Total 22.8% 77.2% 100.0%

Table 4.9 SPM * Satisfaction. Accuracy of Crosstabulation SPM. Total Accuracy

SPM. Accuracy

Not suitable Suitable Total
Satisfied Count 1 101 102
. . % of Total 0.7% 74.3% 75.0%
Satisfaction
Very satisfied Count 0 34 34
% of Total 0.0% 25.0% 25.0%
Total Count 1 135 136
% of Total 0.7% 99.3% 100.0%
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Table 4.10 SPM * Satisfaction. Formulary Crosstabulation SPM. Total Formulation

SPM. Formulation

Not suitable Suitable Total
Satisfied Count 9 93 102
. . % of Total 6.6% 68.4% 75.0%
Satisfaction
Very satisfied Count 6 28 34
% of Total 4.4% 20.6% 25.0%
Total Count 15 121 136
% of Total 11.0% 89.0% 100.0%

Path analysis

Path analysis examines the influence between variables, namely the variable Quality of
Service, Patient Satisfaction, and Quality of Service Standards.

Table 4. Results of Path Analysis of the First Model of Service Quality for Patient

Unstandardized Coefficients Standardized Coefficients

Model B Std. Error Beta t Sig.
(Constant) 37.127 1.611 23.050 .000
Quality .186 .034 425 5.443  .000

Source: Processed Research Data (2019)

The path coefficient of Service Quality of 0.425 shows a positive influence, meaning that the better
the Quality of Service, the better the Patient Satisfaction.

Table 5. Results of the Second Model Path Analysis of Service Quality and Patient Satisfaction
with Quality Service Standards

Unstandardized Standardized Coefficients

Model Coefficients t Sig.
B Std. Error Beta
(Constant) 498 464 1.073 .285
1 Quality .024 .005 413 5.005 .000
Satisfaction .023 011 .166 2.014 .046

Source: Processed Research Data (2019)

Based on the table above can be explained as follows :

a. The service quality coefficient path of 0.413 shows a positive influence, meaning that the
better the Quality of Service, the better the Quality of Service Standards.
b. The path coefficient of Patient Satisfaction of 0.166 shows a positive influence, meaning that

the better the Patient Satisfaction the better the Quality of Service Standard.
DISCUSSION
A Effect of Quality of service on patient satisfaction
The Results of Analysis of Service Quality Paths to Patient Satisfaction, Service Quality

Coefficient of 0.425 shows a positive influence, meaning that the better the Quality of Service, the
better Patient Satisfaction.
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This is supported by the results of previous studies conducted by Bori and Damanhouri
(2013) which show that there is a relationship between tangibles, reliability, responsiveness, safety
and empathy that have a significant effect on patient satisfaction, statistically significant in
influencing patient satisfaction.

In line with the results of research conducted by Atmawati and Wahyudin (2007) and Ratih
Hardiyati (2010), the reliability variable has a positive effect on patient satisfaction.

Service and satisfaction are two things that can not be separated, because with the satisfaction
of the parties concerned can mutually correct until where the services provided are better or worse.
This is greatly influenced by each officer in providing services, in other words, services that can be
satisfactory are services carried out based on applicable regulations.

Basically, an officer is demanded with performance results that must be in accordance with
patient expectations, which means timeliness, same service for all patients without errors, sympathetic
attitudes, and with high accuracy so that later will give birth to a sense of satisfaction in the patient
himself. The better the patient's perception of reliability, the higher patient satisfaction will be. And if
the patient's perception of reliability is poor, then patient satisfaction will be lower.

5 (five) principles of service quality namely Reliability, Assurance, Physical Evidence
(Tangibel), Attention (Emphaty), Responsiveness (Responsiveness), this must always be considered
for hospital services so that service quality is right really awake so that patients will also feel satisfied.

B. Effect of patient satisfaction on achieving minimum service standards.

Results of Path Analysis of Patient Satisfaction with Achievement of Minimum Service
Standards is the path coefficient of Patient Satisfaction of 0.166 indicating a positive influence,
meaning that the better the Patient Satisfaction the better the achievement of Minimum Service
Standards.

C. Effect of Quality of service on achieving Minimum Service Standards.

The Results of Analysis of the Quality of Patients' Pathways to Achieving Minimum Service
Standards is good service quality that will produce good SPM values, this is the same result shown in
the results of path analysis with Service Quality Path coefficient of 0.413 which shows a positive
effect on service quality towards Standards Minimum service.

The program to maintain quality is a continuous, systematic and objective effort in
monitoring and assessing services that are carried out compared to established standards, and
resolving problems that are found to improve service quality (Maltos & Keller, 1989).

The standard is the ideal or the highest and perfect level of attainment that is used as a
minimum acceptance limit, also referred to as the range of acceptable variations (Clinical Practice
Guideline, 1990).

Reliability of officers in providing services to patients. In its implementation, this dimension
contains two main elements, namely the ability of institutions to provide services as promised and the
accuracy of services provided or how far the officers are able to minimize / prevent errors / errors in
the process of services provided. Hospitals / health care facilities will be unreliable if the drug
received by the patient turns out to be exchanged with other patients, or other carelessness.

Non-compliance in formulary writing that is appropriate will reduce patient satisfaction in
terms of speed, because the officer must confirm the written recipe again, not to mention if the drug is
not available, thus increasing service time, this indicates that the minimum service quality standard
indicators will also affect patient satisfaction rates.

In order to improve the quality of pharmaceutical services and patient satisfaction, in
providing drug services, accuracy is an absolute requirement in serving medicines. Prescription
control before prescribing out to patients must be done and done by double check so as to minimize
errors.

Non-compliance in formulary writing that is appropriate will reduce service quality in terms
of speed, because the officer must confirm the recipe that was written so that it adds to the service
time. To find out the quality of service is assessed by patient satisfaction and service quality indicators
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and patient satisfaction also have standards that must be met so that patient satisfaction also affects
achievement of standards.

D. Effect of service quality on achievement of MSS through patient satisfaction

The results of testing the effect of Service Quality on Quality Service Standards through
Patient Satisfaction obtained a path coefficient value of 0.071 and a significance value of 0.049. This
shows a significant positive effect (p <0.05) between Service Quality on Quality Service Standards
through Patient Satisfaction, which means that the better Quality of Service will have an impact on the
better achievement of Quality Service Standards indirectly through Patient Satisfaction.

This is in accordance with the theory that service quality is a measure of how well the level of
service provided is able to meet customer expectations. Based on this definition service quality is
determined by the company's ability to meet customer needs and desires according to customer
expectations. (Tjiptono, Chandra and Andriana, 2011), so that the quality is in accordance with the
customer's desires, there must be a quality indicator to measure how good the service quality is. This
is in accordance with the research on the effect of quality on patient satisfaction : Behrouz Pouragha
and Ehsan Zarei The Effect Of Outpatient Service Quality On Patient Satisfaction In Teaching
Hospitals In Iran.

The main objective of this study was to determine the effect of the quality of outpatient
services on patient satisfaction in teaching hospitals in Iran. Management needs to change the mindset
from production orientation to marketing orientation with the main emphasis on customer satisfaction.
This concept argues that the key to achieving organizational goals consists of determining the needs
and desires of the target market and delivering satisfactory products more effectively and efficiently
than competitors. To improve customer satisfaction, service providers must provide higher quality
services compared to the quality of service consumers / customers expect consistently and
continuously. The hospital is an institution that emphasizes service and marketing services.

Above have been explained that service quality can be measured by the existence of
minimum service standards where with good quality will increase patient satisfaction, good quality of
service can also be seen from patient satisfaction. Similarly, the achievement of maximum standards
can show good patient satisfaction.

CONCLUSION

From the results of the research that has been done it can be concluded that:

1. The Effect of Service Quality on Patient Satisfaction, is the better Quality of Service will
have an impact on the better Patient Satisfaction.

2. Effect of Patient Satisfaction on Quality Service Standards, is the better Patient Satisfaction
will have an impact on the better Achievement of Minimum Service Standards.

3. Effect of Service Quality on Quality Service Standards, is that the better Quality of Service
will have an impact on the better Achievement of Minimum Service Standards.

4. Effect of Service Quality on Achieving Minimum Service Standards, through Patient

Satisfaction, which means that the better Quality of Service will have an impact on the better
Achievement of Quality Service Standards indirectly increasing Patient Satisfaction.

SUGGESTION

1. For hospital management:

a. Evaluating the number of staff in the service so that it can improve the quality of services,
especially in terms of prescription speed.

b. Improve facilities and infrastructure to support services.

C. A good information system to support fast and accurate services.

d. Dissemination and education to doctors so that prescription is in accordance with the
formulary.
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2. For pharmaceutical personnel:

a. Always provide maximum service so that it can satisfy customers, especially accuracy and
speed in serving recipes, prescription controls are always routinely carried out for the accuracy of
prescription services.

b. Provide clear information to patients about the drugs delivered such as how to use, side
effects and how to store.

3. For further researchers :

As a reference for further research in conducting further research on other factors that affect
patient satisfaction and its relationship with service quality and minimum service standards.
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