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INTISARI

Ayu, Rahma., Febriyanti, Rizki., Susiyarti.,, 2026. Evaluasi Kesenjangan
Antara Harapan dan Persepsi Pasien Terhadap Mutu Pelayanan Kefarmasian
di Apotek Nulung Farma.

Pelayanan kefarmasian yang berorientasi pada pasien menuntut kesesuaian antara
harapan dan persepsi terhadap mutu layanan. Penelitian ini bertujuan untuk
mengevaluasi kesenjangan antara harapan dan persepsi pasien terhadap mutu
pelayanan kefarmasian di Apotek Nulung Farma menggunakan metode
SERVQUAL.

Penelitian ini merupakan penelitian kuantitatif deskriptif dengan pendekatan survei
terhadap 100 responden yang dipilih secara purposive sampling. Instrumen
penelitian mencakup lima dimensi SERVQUAL, vyaitu tangible, reliability,
responsiveness, assurance, dan empathy. Analisis data dilakukan dengan metode
gap analysis (Persepsi—Harapan).

Hasil penelitian menunjukkan seluruh dimensi memiliki nilai gap negatif, yaitu
tangible (-1,0943), reliability (-1,0657), responsiveness (-1,0829), assurance (-
1,0543), dan empathy (-1,1200). Gap terbesar terdapat pada dimensi empathy,
sedangkan gap terkecil pada dimensi assurance. Secara umum, hasil ini
menunjukkan bahwa pelayanan yang diberikan belum sepenuhnya memenuhi
harapan pasien, meskipun mutu pelayanan tergolong cukup baik dan memerlukan
peningkatan berkelanjutan.

Kata kunci: Evaluasi; Mutu Pelayanan; SERVQUAL; Apotek Nulung Farma.
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ABSTRACT

Ayu, Rahma., Febriyanti, Rizki., Susiyarti., 2026. Evaluation of the Gap
Between Patients’ Expectations and Perceptions of Pharmaceutical Service
Quality at Nulung Farma Pharmacy.

Patient-oriented pharmaceutical services require alignment between expectations
and perceptions of service quality. This study aimed to evaluate the gap between
patients’ expectations and perceptions of pharmaceutical service quality at Apotek
Nulung Farma using the SERVQUAL method.

This descriptive quantitative study involved 100 respondents selected through
purposive sampling. The instrument covered five SERVQUAL dimensions: tangible,
reliability, responsiveness, assurance, and empathy. Data were analyzed using gap
analysis (Perception—Expectation).

The results revealed negative gap values across all dimensions: tangible (-1.0943),
reliability (-1.0657), responsiveness (-1.0829), assurance (-1.0543), and empathy
(-1.1200). The largest gap was found in empathy, while the smallest gap occurred
in assurance. These findings indicate that the services provided have not fully met
patients’ expectations. Overall, the quality of pharmaceutical services was
categorized as fairly good, but continuous quality improvement is necessary.

Keywords: Evaluation; Service Quality; SERVQUAL, Nulung Farma Pharmacy.
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