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Good pharmaceutical services are services that are directly oriented in the
process of using drugs aimed at ensuring the safety, effectiveness and rationality
of drug use by applying science and functions in patient care. Consumer
satisfaction is the assessment of service users on the services provided. The
purpose of this study was to determine the profile of the level of patient
satisfaction with the quality of pharmaceutical services at the Golden Farma
Pharmacy. The method used in this research is descriptive method. The level of
satisfaction is measured based on five dimensions of service quality, and analyzed
using gap servqual analysis and Cartesian diagrams.

Characteristics of respondents obtained with the largest number of
respondents based on age, namely aged 26-35 years as much as 36.1%, based on
gender, namely female by 65.1%, based on the last education of visitors, namely
high school / vocational level graduates as much as 62.7%, based on type of work,
namely as a private employee as much as 41.0%, based on the number of patient
visits with the highest number of visits more than once, namely 84.3%.

The results of the analysis of the gap between the services that have been
provided by pharmacies and patient expectations, obtained a value on the
reliability dimension 0.07 responsiveness 0.06 assurance 0.06 empathy 0.08 and
real evidence 0.11 with an average value that is positive on all five dimensions of
service parameters of 0.07 indicates that the level of performance has met the
expectations of respondents.
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