CHAPTER1
INTRODUCTION
1.1 Research Background

Health is a right for every community because health is a basic human need
to live a decent and productive life. In other words, health is a right for every
citizen!. The state's efforts to maintain public health include developing health
insurance programs. Health insurance guarantees that patients will receive medical
care and protection for their basic needs. Indonesia has designated BPJS as the sole
health insurance provide of the Indonesian government?,

Jaminan Kesehatan Nasional (JKN) is administered by Badan
Penyelenggara Jaminan Sosial (BPJS) for Health. Jaminan Kesehatan Nasional
(JKN) is insurance in the form of health protection that allows everyone who has
paid contributions or whose contributions are paid by the government to receive
health maintenance benefits and protection to meet their basic health needs. In
improving health services for BPJS Health participants, health services must be
provided in stages and no longer be centralized in hospitals or advanced health care
facilities®.

PKU Bantul General Hospital offers services for BPJS referral patients.
Pharmaceutical services are one of the services that affect patient satisfaction and
comfort during their visit*. Therefore, the quality of pharmaceutical services needs
to be measured and analysed. The method used to measure and analyse the quality
of pharmaceutical services is the SERVQUAL (service quality) method.
SERVQUAL is a method that measures service quality based on five key
dimensions, namely facilities and infrastructure (tangible), staff reliability
(reliability), staff responsiveness (responsiveness), staff skills (assurance), and

empathy of pharmacy staff (empathy). One important aspect of patient satisfaction
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with pharmaceutical services is the performance of the staff. Patient satisfaction
issues are often associated with staff services, such in the provision of information
about medication’. Patients sometimes feel dissatisfied because the information
provided by pharmacy staff about the use of medication is unclear and unfriendly,
which affects patients' understanding and compliance with drug therapy.

A preliminary study conducted in 2023, in the form of an outpatient
satisfaction survey with 50 respondents, found that the majority (75.2%) considered
the level of patient care at PKU Muhammadiyah Bantul Hospital in Yogyakarta to
be very important for the quality of service provided to patients®. Based on a quote
from the head of the outpatient pharmacy department at PKU Muhammadiyah
Bantul Hospital, compounded drugs take 1 hour and 23 minutes to prepare, while
non-compounded drugs take 39 minutes. The hospital itself has established SOPs
regarding waiting times for non-compounded drugs (<30 minutes) and compounded
drugs (<60 minutes) ’. Additionally, staff often have to handle multiple tasks
(Double Job), resulting in suboptimal performance. Therefore, the outpatient
pharmacy services at PKU Muhammadiyah Bantul General Hospital do not yet
meet the standards set by the hospital and the Ministry of Health (KEMENKES).

This study is a satisfaction level analysis survey aimed at increasing insight
and knowledge in the field of pharmaceutical services, particularly related to BPJS
patient satisfaction. This is especially important since the previous survey revealed
that satisfaction at PKU Bantul Hospital was relatively low. This research is
important because if patient satisfaction is low, the number of visits will decrease®.
Therefore, research analysing the level of satisfaction of BPJS outpatients with
pharmaceutical services at PKU Muhammadiyah Bantul General Hospital needs to
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visits is likely to decrease. Therefore, research analysing the level of satisfaction of
BPJS outpatients with pharmaceutical services at PKU Muhammadiyah Bantul
General Hospital is needed to inform policy formulation aimed at improving the

quality of pharmaceutical services at this hospital.

1.2 Research Problems

The research questions in this study are as follows:

1. How do BPJS outpatients assess the level of pharmaceutical services
at PKU Bantul General Hospital?

2. How can waiting times for patients collecting medication at the
hospital be reduced from the perspective of pharmacists and
pharmaceutical staff?

3. How reliable is the dispensing of medication to patients based on

doctors' prescriptions?

1.3 Research Objectives

The objectives of this study are as follows:

1. To determine the assessment of BPJS outpatients regarding the level
of pharmaceutical services at PKU Bantul General Hospital..

2. To determine ways to reduce patient waiting time in the process of
obtaining medication at the hospital based on the perspectives of
pharmacists and health workers.

3. To ensure the reliability of medication administration to patients based

on doctors' prescriptions.

1.4 Research Benefits
The benefits of this research are as follows:
1. Theoretical Benefits
This study is expected to contribute to insight and knowledge in the
field of pharmaceutical services, particularly in relation to BPJS patient
satisfaction. The results of this study can serve as a reference for future
research. PKU Muhammadiyah Bantul General Hospital can evaluate and

improve the quality of its services.
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2. Practical Benefits

PKU Muhammadiyah Bantul General Hospital obtained information

about BPJS patient satisfaction with outpatient services as input for policy-

making to improve service quality and as an opportunity to apply the theory

learned in lectures and to directly expand insight and knowledge through

field research.

1.5 Previous Research

Table 1. Research Authenticity

Judul Penelitian ~ ictode Variable Hasil Perbedaan
Penelitian Penelitian

Analysis of BPJS  Observation Patient Satisfaction Number of
Patient satisfaction levels results based on questions given
Satisfaction with  outpatient the dimensions of
Levels with pharmacy tangible,
Services at services were reliability,
Private Hospital measured using responsiveness,
Outpatient the SERVQUAL assurance
Pharmacy model, which (satisfied
Facilities’ assesses service category) and

dimensions such empathy  (very

as tangibility, satisfied

reliability, category)

responsiveness,

assurance, and

empathy.
Analysis of BPJS  Survey and Thelevel of BPJS Showing the The method
Outpatient interview patient satisfaction level wused in the
Patient methods satisfaction with of BPJS research
Satisfaction with pharmaceutical outpatients in the
Pharmacy services at UNS satisfied category
Services at UNS Hospital uses with a percentage
Hospital' service  quality of 73.5%.

dimensions such

as speed,

accuracy of

prescription

services, and

information

provided to

patients
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Analysis of Prospective Patient Indicating the The respondent
Patient Observation satisfaction levels level of patient population used
Satisfaction with satisfaction with
Levels with pharmaceutical outpatient
Pharmaceutical services using pharmacy
Services at the service  quality services is very
Pracimantoro 1 dimensions high, with a
Wonogiri measured using percentage of
Community the service  92.23%.
Health Center quality model
Outpatient
Pharmacy'!
Analysis of BPJS  Cross Sectional Overall patient Showing the level Respondent
Health satisfaction and of satisfaction of population used
Participants' satisfaction based BPIJS outpatients
Satisfaction with on service at the Bogor City
Outpatient dimensions, Regional General
Services at Bogor namely Hospital, which is
City  Regional reliability, satisfied with a
General Hospital assurance, percentage of
in 202112 tangibility, 70%.
empathy, and
responsiveness.
Service
dimensions  that
influence patient
satisfaction
Patient Literature Satisfaction  of It was concluded The method
Satisfaction with Riview BPJS inpatients that the factors wused in the
BPJS  Inpatient The dimensions that made research.
Care in Terms of of health service patients more
Health  Service quality used satisfied were
Quality"? consist of education and
reliability, knowledge.
assurance,
tangibles,
empathy, and
responsiveness.
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