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MOTTO 

 

‚I love those who can smile in trouble, who can gather strength from distress, and 

grow brave by reflection. ‘Tis the business of little minds to shrink, but they whose 

heart is firm, and whose conscience approves their conduct, will pursue their principles 

unto death.‛ (Leonardo da Vinci) 

 

‚Time stays long enough for anyone who will use it.‛ (Leonardo da Vinci) 

 

‚Learning never exhausts the mind.‛ (Leonardo da Vinci) 

 

‚Simplicity is the ultimate sophistication.‛ (Leonardo da Vinci) 

 

‚While I thought that I was learning how to live, I have been learning how to die.‛ 

(Leonardo da Vinci) 

 

‚He who loves practice without theory is like the sailor who boards ship without a 

rudder and compass and never knows where he may cast.‛ (Leonardo da Vinci) 

 

‚Medicine is the restoration of discordant elements; sickness is the discord of the 

elements infused into the living body.‛ (Leonardo da Vinci)  
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INTISARI 

 

Swamedikasiataupengobatansendirimerupakankegiatanpemilihandanpenggu

naanobatbaikituobat modern, herbal, 

maupunobattradisionalolehseorangindividuuntukmengatasipenyakitataugejalapen

yakit. Data faktualmenunjukkanbahwa 66% orang sakit di Indonesia 

melakukanswamedikasisebagaiusahapertamadalammenanggulangipenyakitnya. 

Pemberian informasi obat merupakan salah satu tanggung jawab apoteker dalam 

kegiatan swamedikasi.Penelitian ini bertujuan untuk 

mengetahuitingkatkepuasanpasienterhadappemberianinformasiobatpadapelayanan

swamedikasidan untukmengetahui prioritas perbaikan pelayanan swamedikasi di 

ApotekwilayahKecamatanPangkalanKerinciProvinsi Riau menggunakan 

analisisImportance and Performance Matrix. 

Penelitian ini merupakan penelitian deskriptif kuantitatif. Data dalam 

penelitian ini dikumpulkan dengan cara survei (survey), dengan metode cross-

sectional.Instrumen yang digunakanuntukmengumpulkan data 

padapenelitianiniadalahkuesioner berjumlah 36 pertanyaan yang diberikan kepada 

96 responden di 6 apotek yang telah memenuhi kriteria inklusidaneksklusi. 

Kuisoner terdiri dari dua variabel yaitu variabel kinerja dan variabel harapan dan 

terdiri dari lima dimensi yaitu kehandalan, daya tanggap, kepastian, empati, dan 

bukti langsung. Tingkat kepuasan dinilai dari nilai mean gap antara variabel 

kinerja dan variabel harapan. Prioritas perbaikan pelayanan swamedikasi dinilai 

dari analisis Importance and Performance Matrix. 

Hasil penelitian menunjukkan bahwa pasien tidak puas terhadap pemberian 

informasi obat oleh apoteker pada pelayanan swamedikasi di Apotek wilayah 

Kecamatan Pangkalan Kerinci  Provinsi Riau pada dimensi kehandalan dengan 

mean gap -0,20, daya tanggap dengan mean gap -0,21, kepastian dengan mean 

gap -0,29, empati dengan mean gap -0,17, dan bukti langsung dengan mean gap -

0,22 serta berdasarkan hasil analisis Importance and Performance Matrix, 

menunjukkan bahwa item pada dimensi daya tanggap dan empati berada pada 

kuadaran II sehingga layak untuk dipertahankan dan ditingkatkan. Sedangkan 

pada dimensi kepastian berada pada kuadran I serta dimensi kehandalan dan bukti 

langsung berada pada kuadran III sehingga perlu dilakukan perbaikan dan 

peningkatan mutu agar meningkatkan mutu pelayanan dan memenuhi kepuasan 

pasien terhadap pelayanan swamedikasi di Apotek wilayah Kecamatan Pangkalan 

Kerinci. 

 

 

Kata kunci: Tingkat kepuasan pasien, pemberian informasi obat, swamedikasi 
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ABSTRACT 

 

Self-medication is an activity of choosing and using a medicine either 

modern, herbal, or traditional by an individual to cure the disease or symptoms of 

disease.Factual data shows that 66% of the sick people in Indonesia do the self-

medication as the first effort to cure their illness. The giving information about 

medicine is one of pharmacist’s responsibility in self-medication activity. This 

research aims to know the satisfaction level towardsthe giving of information 

about medicine on the self-medication service and to know the corrective priority 

for self-medication service in the drugstores around PangkalanKerinci district. 

This research is a kind of descriptive quantitative research. The data in this 

research are collected by a survey method, especially cross-sectional. The 

instrument used in this research is a questionair with 36 questions for 96 

responders in 6 drugstores that have been qualified inclusively and exclusively. 

The questionair has two variables, they are performance and expectation variables 

and also consists of five dimension, they are reliability, responsiveness, 

assurance,empathy and tangible. The satisfaction level is judged by mean gap 

score between performance and expectation variables. Corrective priority on self-

medication service is assessed with Importance and Performance Matrix analysis. 

The research result shows that the patient unsatisfied towards the giving of 

information about medication by pharmacist on the self-medication service in the 

drugstores of PangkalanKerinci district, Riau Province with the -0.20 mean gap of  

reliability dimension, -0.21 mean gap of responsiveness dimension, -0.29 mean 

gap of assurance dimension, -0.17 mean gap of emphaty dimension, and -0.22 

mean gap of direct evidence dimension, and also based on the Importance and 

Performance Matrix analyzing result, shows that the item on responsiveness and 

empathy dimentions on quadrant II so that deserves to be maintain and 

improved.While on the dimention of assurance it is on the quadrant I, reliability 

and tangible are on the quadrant III so that necessary to recover and improve the 

quality in order to improve the service quality and fulfil the patient satisfaction 

towards self-medication service in the drugstores of PangkalanKerinci district. 

 

Keywords : patient satisfaction level, giving information, self-medication 
 


