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ABSTRACT

Service quality is a key factor in improving the satisfaction of healthcare service users. The Pharmacy Unit of the Jambi Provincial Health Office plays a role in the management and distribution of medicines to districts and cities; therefore, high-quality service is expected to increase the satisfaction of medication management staff as service users. This study aims to determine the relationship between the quality of pharmacy unit services based on the five dimensions of Service Quality (SERVQUAL)—namely tangibles, reliability, responsiveness, assurance, and empathy—and the satisfaction of medication management staff. The method used was quantitative with a correlational approach, involving 33 respondents using total sampling, data collection via a Likert-scale questionnaire, and analysis using descriptive statistics and Spearman’s rank correlation test. The results showed that service quality was in the “good” category and staff satisfaction in the “high” category, with a very strong and significant correlation between service quality and satisfaction (r = 0.887; p < 0.05). Each SERVQUAL dimension also showed a significant relationship, namely tangibles (r = 0.908), reliability (r = 0.876), responsiveness (r = 0.765), assurance (r = 0.847), and empathy (r = 0.812). It is concluded that the better the service quality at pharmacy facilities, the higher the level of satisfaction among pharmaceutical management staff at the Jambi Provincial Health Office.
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