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ABSTRACT

Pharmacy services in community health centers are essential for directly interacting with
patients and improving their quality of life related to medication use. Health centers must
provide good services to achieve patient satisfaction. Factors like occupation, education,
gender, and age may affect patient satisfaction levels. This study aims to explore the
relationship between patient characteristics and satisfaction with pharmaceutical services at
Gamping 2 Sleman Commmunity Health Center. The study used a cross-sectional approach
and analytical observational method to identify relationships between variables. Data
collection involved purposive sampling based on specific criteria. For analysis, the
researchers applied the Kruskal-Wallis test. Most patients at Gamping 2 Sleman Community
Health Center were aged 17 to 25 years (31%), female (74%), with an equal number of
employed and unemployed patients (50% each). Most had secondary education
(senior/vocational high school) (45%). Patient satisfaction was rated very high across all
dimensions, with the highest percentage in the assurance dimension (81.20%) and the lowest
in the responsiveness dimension (79.10%). The Kruskal-Wallis test indicated a significant
relationship between age and satisfaction level (p = 0.023 < 0.05). However, no relationship
was found between gender, education, or occupation and satisfaction level. In conclusion, age
was significantly linked to satisfaction level, while gender, education, and occupation were
not.

Keywords: Community Health Center, Patient Characteristics, Pharmaceutical Services,
Satisfaction

INTRODUCTION

Community health centers (puskesmas) are the main healthcare providers for
individuals and communities, focusing on promoting and preventing health in their areas
(Kemenkes RI, 2019). These centers aim to protect communities, the environment, and
healthcare workers. They also work to improve patient safety and the quality of healthcare
services (Putri ef al., 2023). Pharmacy services play a key role in community health center
operations and directly interact with patients to improve their quality of life through proper
drug use (Kemenkes R1I, 2019).

However, studies show that the quality of healthcare services has not been fully
optimized. A study found that pharmacy staff often lacked friendliness and attentiveness during
patient interactions, which affected their empathy. Additionally, shortcomings were noted in
physical aspects such as limited seating, poor waiting rooms, broken queue displays, and no
prescription drop-boxes. Concerns about long waiting times and inefficiencies were common
in terms of reliability. Patients also reported confusion about the instructions for medication
use given by pharmacy staff (responsiveness dimension) (Hidayatullah et al., 2023). Another
study indicated that pharmacy staff often did not follow service standards, with waiting times
sometimes exceeding 60 minutes. There were inadequate facilities in registration, waiting, and
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pharmacy areas. Patients felt uncertain due to insufficient education and unclear expectations
regarding their recovery (Rivany ef al., 2024).

Patient satisfaction reflects how patients view and evaluate the healthcare services they
receive (Kemenkes RI, 2022). In today’s competitive landscape, Community Health Centers
need to provide high-quality services to ensure patient satisfaction (Satriandi & Azizah, 2024).
If patients are dissatisfied, it may result in lower patient retention and negative word-of-mouth,
which can harm the reputation and achievements of Community Health Centers (Maryono &
Khairunnisak, 2024). Patient factors like occupation, education, gender, and age can affect
satisfaction levels (Putri et al., 2021).

Several studies have looked into these relationships. A study found significant links
between patient satisfaction, education, and occupation (Suryaningsi et al., 2024). Another
study also provided strong evidence that education and occupation impact perceptions of
healthcare quality (Rohayati, 2024). Some study reported a link between age and patient
satisfaction. A study noted that 56% of patients rated healthcare service quality as poor, with
57% expressing dissatisfaction (Rahayu, 2022). So far, no similar study has been conducted at
Gamping 2 Sleman Community Health Center. Therefore, this research aims to explore the
relationship between patient characteristics and satisfaction levels regarding pharmaceutical
services at this community health center.

MATERIALS AND METHODS
Study Design

This research used an analytical observational study with a cross-sectional design to
explore relationships between variables in a population. Sampling was done with a non-
probability purposive sampling technique. The study took place at Gamping 2 Sleman
Community Health Center in July 2024.
Population and Sample

The study population included all patients who received pharmacy services at Gamping
2 Sleman Community Health Center. The sample consisted of patients who (1) received
pharmacy services at least once, (2) were aged 17 to 65 years, and (3) provided informed
consent. Exclusion criteria included incomplete questionnaires, cognitive impairment, and
inability to communicate verbally. Using Slovin’s formula, the sample size was set at 100
patients.
Data Analysis

Patient characteristics that were analyzed included education, occupation, gender, and
age. Satisfaction levels were assessed across five dimensions: tangible, assurance, reliability,
empathy, and responsiveness. Data were analyzed descriptively to obtain frequencies and
percentages. The Kruskal-Wallis test was conducted using IBM SPSS version 25.
Ethical Considerations

We followed the WHO ethical and safety recommendations for medical research. The
purpose of the study was explained to the patients and participation was completely voluntary.
The study was approved by the Research Ethics Commission of Jenderal Achmad Yani
Yogyakarta University (Skep/401/KEP/VI1/2024).

RESULTS AND DISCUSSION

A total of 100 patients met the inclusion and exclusion criteria. The majority of patients
were female (74%), aged 17-25 years (31%), with equal proportions of employed and
unemployed patients (50%), and most had secondary education (45%).
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Table 1. Patient Characteristics at Gamping 2 Sleman Community Health Center (n =

100)
Characteristic Parameter Pageunl?sbgzolfo 0) Percentage (%)
Male 26 26
Gender

Female 74 74
17-25 31 31
26-35 21 21
Age 36-45 19 19
46-55 16 16
56-65 13 13
. Employed 50 50

Occupation
Unemployes 50 50
Elementary School 9 9
Junior High School 12 12
Education Senior High School 45 45
Diploma/Bachelor’s 34 34

Degree

The results of patient characteristics showed that most patients were female, at 74.0%.
This finding matches the study which reported a higher percentage of females at 77.9%,
compared to males at 22.1% (Andana, 2023). Similarly, another study found that most
respondents were female, at 80.0%, while males made up 20.0% (Ibrahim & Kassaming, 2023).
Women are more likely to use primary healthcare services than men. This trend is linked to
women having more time to access healthcare facilities than men (Stiyawan & Ainy, 2023).

The majority of patients in this study were aged 17 to 25 years, at 31.0%. This is
consistent with the study, which reported that half of the respondents were aged 18 to 25 years
(Amalia et al., 2022). Likewise, a study found that among 52 patients, the largest group was in
the 18 to 25 age range, at 28.8% (Sabil et al., 2022). The productive age group is important in
human development, marked by peak activity levels. This high level of activity can lead to
health issues (Marlita et al., 2022).

In this study, the number of employed and unemployed patients was equal, at 50.0%. A
study reported that most were unemployed or housewives (Sesrianty et al., 2019). In contrast,
another study found that most respondents were private employees, at 30% (Putri et al., 2023).
Employed individuals are generally more proactive in seeking healthcare services compared to
those who are unemployed. On the other hand, people without steady jobs, such as housewives,
tend to depend more on available healthcare facilities (Tunnizha et al., 2023).

Most patients in this study had secondary education, specifically senior or vocational
high school, at 45.0%. This finding corresponds with another study, who reported that most
respondents had completed high school, at 48.45% (Andana, 2023). Similarly, another study
found that 58.5% of respondents had secondary education (Mardiana, 2022). Educational level
affects individuals' decisions regarding healthcare services (Arifin et al., 2019). People with
higher education often have better knowledge and understanding than those with lower
educational levels. However, in today's information technology era, knowledge can also be
gained outside of formal education (Stiyawan & Ainy, 2023).
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Satisfaction levels across dimensions were consistently categorized as very satisfied.
Assurance achieved the highest satisfaction (81.20%), while responsiveness had the lowest
(79.10%).

Table 2. Percentage of Patient Satisfaction in Each Dimension
Average Satisfaction

No Dimension Score (%) Category
1 Tangible 80,56 Very Satisfied
2 Assurance 81,20 Very Satisfied
3 Reliability 79,25 Very Satisfied
4 Empathy 80,20 Very Satisfied
5 Responsiveness 79,10 Very Satisfied
Responsiveness [
Responsiveness =
Emphaty =
Emphaty =
-g Reliability =
."s:_E Reliability F“
Assurance ' i—
Assurance =
Tangtle —
Tonghle . E—
-10 0 10 20 30 40 50 60 70 80 90

Satisfaction Score

M Not Satisfied M Satisfied M Very Satisfied

Figure 1. The frequency distribution of patient satisfaction levels

Figure 1 shows the level of satisfaction in the tangible dimension indicated that the
highest percentage of patients, 74.0%, reported being satisfied with the statement about the
“clean and comfortable dispensing area.” The waiting area is crucial for patients as they wait
for their turn to receive services. It must offer comfort to prevent negative experiences. For
example, the layout of the waiting area should ensure clean air, good lighting, and comfortable
seating (Pandanwangi, 2020). Regarding the statement about the “use of identification badges,”
72 patients, or 72%, expressed satisfaction. However, this statement also had the highest
dissatisfaction rate at 6%. Using complete identification badges creates a positive impression
of the quality of services offered (Manurung et al., 2022).

The level of satisfaction in the assurance dimension indicated that the highest
percentage of patients, 77.0%, were satisfied with the statement about “providing a sense of
safety and comfort.” The highest dissatisfaction rate, 1.0%, was found in the statements
regarding “providing a sense of safety and comfort” and “providing medication information.”
The assurance dimension measures the ability to convince and build trust with patients
regarding the services provided. Efforts to ensure reliable services give patients a sense of
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security. This fosters trust and increases their satisfaction with the Community Health Center,
encouraging them to return to the same facility (Christanto et al., 2024).

The level of satisfaction in the reliability dimension indicated that the highest
percentage of patients, 74.0%, were satisfied with the statement regarding “providing
medication information that is easy to understand.” The highest dissatisfaction rate, 10.0%,
was related to the statement about “waiting time for medication services.” Additionally, 9
patients, or 9%, expressed dissatisfaction with the statement about “medication use education.”
This aspect is often viewed as the most critical by patients. Reliability in healthcare services
means delivering promised services accurately and appropriately, making them trustworthy,
especially by delivering services correctly according to applicable regulations without errors.
Providing healthcare services accurately and on time is a key reason patients return for follow-
up visits (Fajriah et al., 2023).

The level of satisfaction in the emphaty dimension indicated that the highest percentage
of patients, 75.0%, were satisfied with the statement about “friendly and polite attitude.” The
highest dissatisfaction rate, 5.0%, was in the statement about “listening to patients’
complaints.” The average satisfaction score for this dimension was 80.20%, placing it in the
very satisfied category. This result aligns with study which reported that 84.90% of patients
felt very satisfied in the empathy dimension (Andana, 2023). High expectations in this area
arise because empathy reflects pharmaceutical services that offer special attention to each
patient, consider the complaints of patients and their families, and deliver services to all
patients regardless of their social status—factors that contribute to patients’ comfort (Sesrianty
etal.,2019).

The level of satisfaction in the responsiveness dimension indicated that the highest
percentage of patients, 77.0%, were satisfied with the statements about “being responsive in
providing services” and the “ability to solve problems.” The highest dissatisfaction rate, 9.0%,
was linked to the statement about “providing services quickly.” Offering solutions to the
problems faced by patients is a key factor in their satisfaction with healthcare services (Fauziah
& Nugraha, 2024).

The Kruskal-Wallis test indicated a significant relationship between age and
satisfaction level (p = 0.023 < 0.05). No significant relationships were observed for gender,
occupation, or education. These findings suggest that patient age influences satisfaction with
pharmaceutical services, whereas gender, occupation, and education do not.

Table 3. Relationship Between Patient Characteristics and Patient Satisfaction

Characteristic Parameter Asymp. Sig Interpretation
Gender Male 0.444 No relationship
Female
17-25
26-35 o
Age 36-45 %0.023 rseﬁﬁﬁﬁr:;
46-55
56-65
Occupation Employed 0,312 No relationship
Unemployed ’
Elementary School
Education Junior High School 0,117 No relationship

Senior High School
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Characteristic Parameter Asymp. Sig Interpretation
Diploma/ Bachelor’s
Degree

This study found a significant link between age and patient satisfaction levels. This may
be explained by the fact that half of our participants were middle-aged or older. These older
patients tend to be more vulnerable and have greater expectations for care related to their
medications, as they typically have more chronic conditions than younger individuals. A
previous study also reported that elderly patients felt their expectations for pharmacy services
were unmet, particularly regarding discussions about other medications and unresolved
medication issues from previous visits (van Rensburg et al., 2017). We believe these unmet
expectations may contribute to lower satisfaction with pharmacy services among older patients.

These findings align with study who reported that patient satisfaction with services was
influenced by occupation (p < 0.05) (Efriani ef al., 2022). Similarly, another study found a
probability value of 0.000 (p < 0.05), indicating a strong correlation between occupation and
patient satisfaction (Muhammad et al., 2020). Regarding education, this study matches with
another study who reported a significance value of 0.475, which is greater than 0.05
(Pamungkas et al., 2022). In contrast, a study found a significant relationship between
education and patient satisfaction (Hakim & Suryawati, 2019).

CONCLUSION

There is a significant relationship between age and patient satisfaction with
pharmaceutical services at Gamping 2 Sleman Community Health Center (p = 0.023 < 0.05).
No significant relationships were found between gender, education, or occupation and patient
satisfaction.
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