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INTISARI

Penelitian ini mempunyai variabel yang meliputi reliability, resposiveness,
assurance, emphaty dan tangible. Tujuannya untuk menganalisis kualitas pelayanan
di Apotek rawat inap dan rawat jalan di RSUD Banyumas. Respoden dalam
penelitian ini adalah konsumen yang pernah membeli di Apotek rawat inap dan rawat
jalan di RSUD Banyumas dengan jumlah sampel 120 responden. Metode
pengambilan sampel yang digunakan yaitu purposive sampling.

Dalam penelitian ini untuk menghitung analysis factor dan cronbach alpha
dengan menggunakan bantuan program SPSS 16.0 for windows. Ini diperlukan untuk
menganalisis variabel tersebut diatas. Pengujian yang dihasilkan akan dilakukan
dengan uji Parasuraman dkk untuk mengidentifikasi tentang terdapat kesenjangan
antara harapan pelanggan Apotek Rawat Jalan dan Apotek Rawat Inap di RSUD
Kabupaten Banyumas dengan pelayanan yang diterima pelanggan Apotek Rawat
Jalan dan Apotek Rawat Inap di RSUD Kabupaten Banyumas.

Hasil penelitian dari kelima variabel kualitas pelayanan yang diteliti
menunjukkan bahwa variabel reliability, resposiveness, assurance dan emphaty
memiliki kesenjangan negatif sedangkan tangible menunjukkan hasil positif.

Kata kunci : kualitas pelayanan
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ABSTRACT

This research has several variables of reliability, responsiveness, assurance,
emphaty and tangibles. The objective is to analyze the quality of service in
hospitalisation and ambulatory pharmacy in Regional Hospital in Banyumas. The
respondent In this research,are the consumers who have once bought something in
the hospitalisation and ambulatory pharmacy in the Regional Hospital in Banyumas
with total 120 respondent. The method used in getting the samples is purposive
sampling.

In this research, the writer needs analysis factor and cronbach alpha by
usingthe assistance program SPSS 16.0 for windows to analyze those variables
above. The resulting testing will be conducted by using Parasuraman test et.al. to
identify gap/inequality between expectancy and services received by the customer of
hospitalization and ambulatory pharmacy in RegionalHospital in Banyumas.

The result of those five variables of the quality of service, which has already
been researched, reveal that variable of reliability, responsiveness, assurance,and
emphaty have negative gap, while tangibles reveal positive gap result.

Keywords: quality of service
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