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INTISARI 

Era globalisasi masa kini telah berdampak besar pada perkembangan dan 
kemajuan teknologi di berbagai bidang khususnya kesehatan. Salah satu inovasi 
perkembangan teknologi pada bidang kesehatan yaitu pemanfaatan pelayanan 
peresepan elektronik (E-prescribing) sebagai upaya peningkatan pelayanan kepada 
pasien. Namun berbagai kendala masih ditemukan dalam proses pelaksanaanya. 
Tujuan dari kajian ini untuk mengetahui gambaran kepuasan pasien terhadap 
pelayanan peresepan elektronik ditinjau dari lima dimensi service quality dan untuk 
mengetahui perbedaan tingkat kepuasan pasien rawat jalan terhadap pelayanan 
peresepan elektronik (E-prescribing) berdasarkan karakteristik di Puskesmas 
Pegirian Surabaya. Servqual merupakan skala multi-item untuk mengukur 
kepuasan yang mencakup lima dimensi yaitu: bukti fisik, kehandalan, ketanggapan, 
jaminan dan empati.  

Penelitian ini merupakan penelitian observasional dengan rancangan 
deskriptif melalui pendekatan kuantitatif. Pengambilan data dilakukan dengan 
kuesioner. Responden dipilih secara non-random convenience sampling. Data yang 
telah dikumpulkan selanjutnya dianalisis secara univariat, Importance Performance 
Analisys (IPA), dan analisis bivariat.  

Hasil analisis data menunjukkan bahwa terdapat dua atribut di kuadran I 
yang perlu ditingkatkan yaitu kebersihan dan kenyamanan ruang tunggu dan 
petugas farmasi menyerahkan obat sesuai dengan nomor antrian di resep. Pada 
analisis Mann Whitney diperoleh nilai p-value tingkat kepuasan pasien rawat jalan 
berdasarkan karakteristik usia (0.000), jenis kelamin (0.000), tingkat pendidikan 
(0.000), status pekerjaan (0.000), penanggung biaya kesehatan (0.000, intensitas 
kunjungan (0.775) dan jumlah obat yang diterima pasien (0.346). 

Kesimpulan pada penelitian ini terdapat perbedaan yang signifikan terhadap 
tingkat kepuasan pasien rawat jalan berdasarkan karakteristik usia, jenis kelamin, 
tingkat pendidikan, status pekerjaan, dan penanggung biaya kesehatan dan tidak 
terdapat perbedaan yang signifikan antara tingkat kepuasan pasien rawat jalan 
berdasarkan karakteristik intensitas kunjungan dan jumlah obat yang diterima. 

 

Kata kunci: Kepuasan, Pasien rawat jalan, Pelayanan, Resep Elektronik 
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ABSTRACT 

The current era of globalization has had a major impact on the development 
and advancement of technology in various fields, especially health. One of the 
innovations in technological development in the health sector is the utilization of 
electronic prescribing services (E-prescribing) as an effort to improve services to 
patients. However, various obstacles are still found in the implementation process. 
The purpose of this study was to determine the description of patient satisfaction 
with electronic prescribing services seen from the five dimensions of service quality 
and to determine differences in the level of satisfaction of outpatients with electronic 
prescribing services (E-prescribing) based on characteristics at the Pegirian 
Surabaya Health Center. Servqual is a multi-item scale to measure satisfaction 
which includes five dimensions, namely: physical evidence, reliability, 
responsiveness, assurance and empathy.  

This study is an observational study with a descriptive design through a 
quantitative approach. Data collection was carried out by questionnaire. 
Respondents were selected by non-random convenience sampling. The data that has 
been collected is then analyzed univariately, Importance Performance Analysis 
(IPA), and bivariate analysis.  

The results of data analysis show that there are two attributes in quadrant I 
that need to be improved, namely the cleanliness and comfort of the waiting room 
and pharmacy officers handing over drugs according to the queue number on the 
prescription. In the Mann Whitney analysis, the p-value of the level of satisfaction 
of outpatients based on the characteristics of age (0.000), gender (0.000), education 
level (0.000), employment status (0.000), health insurer (0.000, visit intensity 
(0.775) and the number of drugs received by patients (0.346). 

The conclusion in this study is that there is a significant difference in the 
level of satisfaction of outpatients based on the characteristics of age, gender, 
education level, employment status, and health insurer and there is no significant 
difference between the level of satisfaction of outpatients based on the 
characteristics of visit intensity and the amount of medication received. 
 
Keywords: Satisfaction, Outpatient, Service, E-prescribing 
 

 

 


