
119 

 

 

 

DAFTAR PUSTAKA 

 

A’aqoulah, A., Kuyini, A. B., & Albalas, S. (2022). Exploring the Gap Between 

Patients’ Expectations and Perceptions of Healthcare Service Quality. Patient 

Preference and Adherence, 16, 1295–1305.  

Abramson, E. L., Barrón, Y., Quaresimo, J., & Kaushal, R. (2011). Electronic 

prescribing within an electronic health record reduces ambulatory prescribing 

errors. Journal of General Internal Medicine, 26(8), 868-874. 

Addin, Q. (2021). Analisis GAP Kualitas Pelayanan dengan Kepuasan Pasien di 

Instalasi Farmasi RSU PKU Muhammadiyah Delanggu Menggunakan Metode 

SERVQUAL. Majalah Farmaseutik, 17(2), 217–224.  

Adrizal, A., Sriwahyuni, F., & Aldi, Y. (2019). Analisis Pelayanan Resep 

Konvensional dan Elektronik serta Pengaruhnya terhadap Kualitas Pelayanan 

Kefarmasian di RSUD M. Natsir Solok Indonesia. Jurnal Sains Farmasi & 

Klinis, 6(3), 195.  

Aharony, L., & Strasser, S. (1993). Patient Satisfaction: What We Know About And 

What We Still Need To Explore. Medical Care Review, 50(1), 49–79. 

Al-Abri, R., & Al-Balushi, A. (2014). Patient Satisfaction Survey as a Tool Towards 

Quality Improvement. Oman Medical Specialty Board Review Article Oman 

Medical Journal, 29(1), 3–7. 

Alfian, S. D., Annisa, M. Y., Sukandar, H., & Abdulah, R. (2022). Relationship 

between drug availability and patient satisfaction in hospital pharmacy 

services: A cross-sectional study. Pharmacy Practice, 20(1), 2181. 

Ali, A. K., Al Zamanan, A. M., Al-Rayshan, A. S., Al Zandan, S., Almuhamid, A. 

H., Sharyah, R. H. S. & Noktan, A. B. Al GN Mofareh A, Alghamdi Z Ali, 

Almansour MF Hadi. (2022). Optimizing Patient Satisfaction: The Impact of 

Nurse-Initiated Rounds with Collaborative Pharmacist Involvement. Saudi J 

Med Pharm Sci, 8(12), 813-820. 

Alipour, J., Sharifian, R., Haghighi, J. D., Hashemzehi, M., & Karimi, A. (2024). 

Patients’ perceptions, experiences, and satisfaction with e-prescribing system: 

A cross-sectional study. International Journal of Medical Informatics, 181, 

105282 

Alraimi, A. A., & Shelke, A. (2023). Measuring Health Services Quality: Nurses’ 

Perceptions and The SERVPERF Scale. Research Square, 1(1), 1–12. 

https://doi.org/10.21203/rs.3.rs-3610003/v1 



120 

 

 

 

Alsalem, A. A., & Al-Owayyid, F. H. (2023). Patient’s Satisfaction towards 

“WASFATY” e-Prescriptions Service Implementation Provided by 

Community Pharmacies in Qassim Region. Saudi Journal of Oral and Dental 

Research, 8(06), 178–187.  

Alsoweih, H. A., Fageehi, A. A., Hadadi, J. H., Sharahili, I. M., Alsubhi, F. A., & 

Aljabry, I. S. (2024). The impact of digital health technologies on pharmacy 

services and patient care. International Journal Of Community Medicine And 

Public Health, 11(5), 2059–2064.  

Alsulami, Z., Conroy, S., & Choonara, I. (2013). Medication errors in the Middle 

East countries: A systematic review of the literature. European Journal of 

Clinical Pharmacology, 69(4), 995–1008 

Amankwah, O., Choong, W. W., & Mohammed, A. H. (2019). Modelling The 

Influence Of Healthcare Facilities Management Service Quality On Patients 

Satisfaction. Journal of Facilities Management, 17(3), 267–283.  

Ammar, Ali, Alraimi., Abhijeet, Shelke. (2023). 1. Measuring Health Services 

Quality: Nurses' Perceptions and the SERVPERF Scale 

Andaleeb, S. S. (2001). Service Quality Perceptions and Patient Satisfaction: A 

Study of Hospitals in a Developing Country. Social Science & Medicine, 52, 

1359–1370. 

Anfal, A. L. (2020). Pengaruh Kualitas Pelayanan Dan Citra Rumah Sakit Terhadap 

Tingkat Kepuasan Pasien Rawat Inap Rumah Sakit Umum Sundari Medan 

Tahun 2018. Excellent Midwifery Journal, 3(2), 1–10. 

Antari, N. P. U., Meriyani, H., & Suena, N. M. D. S. (2019). Faktor-Faktor 

Komunikasi Yang Mempengaruhi Tingkat Kepercayaan Terhadap Tenaga 

Teknis Kefarmasian. Jurnal Ilmiah Medicamento, 5(2), 63–69. 

Artawan, I. P., & Martini, I. A. O. (2020). Hospital E-prescribing implementation 

in reducing medication error. International Journal of Business, Economics & 

Management, 3(1), 67.  

Aryanti, A. D., Kumala, S., & Ramadaniati, H. U. (2024). Dampak Konseling 

Apoteker, Ketersediaan Obat, Dan Kualitas Pelayanan Kefarmasian Terhadap 

Kepuasan Dan Loyalitas Pasien. Jurnal Ners, 8(1), 167-177. 

Aspden, P., Wolcott, J. A., Bootman, J. L., & Cronenwett, L. R. (2007). Preventing 

Medication Errors. National Academies Press. 

Astuti, N. I. T., Suliyanto, & Roestijawati, N. (2018). Analisis penggunaan 

Computer Physician Order Entry (CPOE) terhadap mutu pelayanan dan 

kepuasan pelanggan di Instalasi Farmasi Rumah Sakit Margono Soekarjo 

Purwokerto. Performance, 25(2), 8–16. 



121 

 

 

 

Asyary, A., Kusnanto, H., & Fuad, A. (2013a). Sistem Peresapan Elektronik pada 

Keselamatan Pengobatan Pasien. Kesmas: National Public Health Journal, 

8(3), 119.  

Aval, R. N., Baigi, S. F. M., Sarbaz, M., & Kimiafar, K. (2022). Security, privacy, 

and confidentiality in electronic prescribing systems: A review 

study. Frontiers in Health Informatics, 11(1), 115. 

Alsulami, Z., Conroy, S., & Choonara, I. (2013). Medication errors in the Middle 

East countries: A systematic review of the literature. European Journal of 

Clinical Pharmacology, 69(4), 995–1008. 

Badan   pusat   Statistik   Provinsi   Jawa Tengah. (2023). Jumlah  Rumah  Sakit  

dan  Tempat Tidur yang Tersedia Menurut Kabupaten/Kota  Administrasi  dan  

Status Rumah   Sakit   di   Provinsi   Jawa Tengah.  Diakses  Tanggal  11-11-

2024 Jam 18:18. 

Bailie, G. R., Campbell, M. E., & Kesson, C. M. (1981). Drug administration audit. 

Journal of Clinical Pharmacy and Therapeutics, 6(4), 285-286. 

Basu, S., Andrews, J., Kishore, S., Panjabi, R., & Stuckler, D. (2017). Comparative 

Performance of Private and Public Healthcare Systems in Low- and Middle-

Income Countries: A Systematic Review. PLOS Medicine. 

Basukala, S., Mehrotra, S., & Devarakonda, S. (2015). Medication errors in 

outpatient setting of a tertiary care hospital: classification and root cause 

analysis. International Journal of Basic & Clinical Pharmacology, 4(6), 1235. 

Batbaatar, E., Dorjdagva, J., Luvsannyam, A., Savino, M. M., & Amenta, P. (2017). 

Determinants Of Patient Satisfaction: A Systematic Review. Perspectives in 

Public Health, 137(2), 89–101.  

Bates, D. W., et al. (2001). The Impact of Computerized Physician Order Entry on 

Medication Error Prevention. JAMA, 286(4), 467-470. 

Bates, D. W., Leape, L. L., Cullen, D. J., et al. (1998). Effect of computerized 

physician order entry and a team intervention on prevention of serious 

medication errors. JAMA, 280(15), 1311-1316. 

Berlo, D. K. (1960). The Process of Communication: An Introduction to Theory and 

Practice. Holt, Rinehart, and Winston. 

Berry, L. L., & Parasuraman, A. (1991). Marketing Services: Competing Through 

Quality. The Free Press. 

Bigdeli, M., Jacobs, B., Tomson, G., et al. (2013). Access to medicines from a health 

system perspective. Health Policy and Planning, 28(7), 692-704. 



122 

 

 

 

Billstein-Leber, M., Carrillo, C. J. D., Cassano, A. T., Moline, K., & Robertson, J. 

J. (2018). ASHP Guidelines On Preventing Medication Errors In Hospitals. In 

American Journal of Health-System Pharmacy. 75 (19), 1493–1517  

Bjertnaes, O. A., Sjetne, I. S., & Iversen, H. H. (2012). Overall patient satisfaction 

with hospitals: Effects of patient-reported experiences and fulfilment of 

expectations. BMJ Quality and Safety, 21(1), 39–46.  

Bond, C. A., Raehl, C. L., & Franke, T. (2001). Medication Errors in United States 

Hospitals. Pharmacotherapy, 21(9I), 1023–1036.  

Bower, K., Petrakaki, D., & Hendy, J. (2017). The impact of electronic prescribing 

on inter-professional communication. Studies in Health Technology and 

Informatics, 238, 78-84. 

Budiarto, B., & Kusuma, R. (2020). Analisis Pengendalian Persediaan Obat 

Menggunakan Metode EOQ dan FEFO di Rumah Sakit XYZ. Jurnal 

Manajemen Pelayanan Kesehatan, 15(2), 112-120. 

Budiman, M., & Riorini, V. (2023). SEIKO : Journal of Management & Business 

Pengaruh Servicescape, Emotional Satisfaction, Perceived Service Quality, 

Hospital Image Terhadap Patient Loyalty. SEIKO : Journal of Management & 

Business, 6(2), 347–360. 

Brooks, P & Sonnenschein, C. E-prescribing: where health information and patient 

care intersect. Journal of Healthcare Information Management: JHIM. 2010 

;24(2):53-59. PMID: 20397335. 

Cantika, C. C., TJ, H. W., & Tecoalu, M. (2023). The influence of administrative 

services, medical services, and drug availability on the level of outpatient 

satisfaction moderated by waiting time. Journal of Management Science 

(JMAS), 6(2), 254-262. 

Caruana, A. (2002). Service Loyalty: The Effects Of Service Quality And The 

Mediating Role Of Customer Satisfaction. European Journal of Marketing, 

36(7–8), 811–828.  

Chin, W. W. (1998). The partial least squares approach to structural equation 

modeling. Modern methods for business research. Statistical Strategies for 

Small Sample Research, January 1998, 295-336. 

Chou, Y. C., Dang, V. T., Yen, H. Y., & Lai, K. M. (2019). Influence of risk of 

drug–drug interactions and time availability on patient trust, satisfaction, and 

cooperation with clinical pharmacists. International journal of environmental 

research and public health, 16(9), 1566. 

Chresna, M. P., & Mardiana, L. (2020). Gambaran Resep Elektronik Terhadap 

Waktu Tunggu Obat Jadi Pada Instalasi Farmasi Rawat Jalan Di Rumah Sakit 



123 

 

 

 

X Surabaya Periode 20–27 Februari 2019. Jurnal Farmasi Indonesia 

AFAMEDIS, 1(1), 34–43. 

Churchill, G. A., & Surprenant, C. (1982). An Investigation Into the Determinants 

of Customer Satisfaction. Journal of Marketing Research, XIX, 491–504. 

Cresswell KM, Slee A, Coleman J, et al. (2013). Qualitative analysis of hospital 

electronic prescribing systems. PLoS One. 

Dahyanto, & Arofiati, F. (2018). The Analysis of Inpatients Satisfaction on Service 

Quality At Yogyakarta Respira Hospital. Jurnal Medicoeticolegal Dan 

Manajemen Rumah Sakit, 7(2).  

Darwish, A., et al. (2023). Outpatients satisfaction and perceptions toward 

pharmaceutical services in public and private hospitals in Palestine: A cross-

sectional study. Journal of Pharmaceutical Policy and Practice.  

Davis, J., Yen, P. Y., & Parker, J. (2022). "Electronic prescribing: Current 

challenges and opportunities for optimizing medication safety." Journal of the 

American Medical Informatics Association, 29(5), 865-872 

Devine, E. B., Hansen, R. N., Wilson-Norton, J. L., et al. (2010). The impact of 

computerized provider order entry on medication errors in a multispecialty 

group practice. Journal of the American Medical Informatics Association, 

17(1), 78-84. 

Devito, J. A. (2013). The Interpersonal Communication Book (13th ed.). Pearson 

Education. 

Dhadhang. (2010). Farmasis sebagai Komunikator yang Baik. Program Studi 

Farmasi UIN Malang.  

Donabedian, A. (1980). Explorations in Quality Assessment and Monitoring. Health 

Administration Press. 

Donabedian, A. (1983). Quality assessment and monitoring: Retrospect and 

Prospect. Evaluation & the Health Professions, 6(3), 363–375.  

Donabedian, A. (1988). The Quality of Care: How Can It Be Assessed? JAMA, 

260(12), 1743-1748. 

Dovjak, M., Shukuya, M., & Krainer, A. (2018). User-centred healing-oriented 

conditions in the design of hospital environments. International Journal of 

Environmental Research and Public Health, 15(10). 

Elnita, E. (2020). Pengaruh Komunikasi Interpersonal Perspektif Humanistik 

Apoteker Terhadap Kepuasan Pasien dalam Menerima Pelayanan 



124 

 

 

 

Kefarmasian di RSUD Arosuka Kabupaten Solok (Doctoral dissertation, 

Universitas Andalas). 

Faisal, H., Novianti, L. D., & Qadariah, L. (2023). Effective Communication in 

Providing Medication Information and Its Impact on Patient Compliance. 

Jurnal Manajemen Pelayanan Farmasi, 13(2), 85-92.  

Farid, A. (2024). Manajemen Komplain dan Customer Care: Dalam Administrasi 

Rumah Sakit. Andi. 

Farrington, R., et al. (2018). Improving Medicine Availability in Hospitals Through 

Inventory Management Practices. Journal of Pharmacy Management, 34(1), 

56-63. 

Feberina, N. D., Hasan, D., & Widyastuti, S. (2023). Analisis Kualitas Layanan dan 

Kepuasan Pasien pada Resep Konvensional Dibandingkan Resep Elektronik di 

Rumah Sakit A Cibinong Bogor. MAHESA: Malahayati Health Student 

Journal, 3(8), 2241-2262. 

Fendiana, N., & Maria, R. A. (2021). Studi Literatur Perbandingan Mutu Layanan 

Farmasi Sebelum Dan Sesudah Peresepan Elektronik. Jurnal Kesehatan, 9(2), 

34–40. 

Ferrentino, R., & Boniello, C. (2020). Customer Satisfaction: a Mathematical 

Framework For Its Analysis and Its Measurement. Computational 

Management Science, 17(1), 23–45.  

Fitriah, N. (2016). Penyebab dan Solusi Lama Waktu Tunggu Pelayanan Obat di 

Instalasi Farmasi Rawat Jalan Rumah Sakit. Jurnal Kedokteran Brawijaya, 

29(3), 245–251.  

Frail, C. K., Kline, M., & Snyder, M. E. (2014). Patient perceptions of e-prescribing 

and its impact on their relationships with providers: A qualitative analysis. 

Journal of the American Pharmacists Association, 54(6), 630–633.  

Franklin, B. D., et al. (2007). The Effectiveness of Electronic Prescribing in 

Preventing Medication Errors. BMJ Quality & Safety, 16(4), 279-284. 

 Franklin, B. D., et al. (2011). The Impact of Electronic Prescribing on Medication 

Availability and Safety. BMJ Quality & Safety, 20(5), 492-497. 

Franklin, B. D., O’Grady, K., Donyai, P., et al. (2007). The impact of a closed-loop 

electronic prescribing and administration system on prescribing errors, 

administration errors, and staff time. BMJ Quality & Safety, 16(4), 279-284. 

Garson (2016). Partial Least Squares : Regression & Structural Equation Models. 

New York : Statistical Publishing Associates. 



125 

 

 

 

Ghozali, Iman, and Hengky Latan. 2020. Partial Least Square Konsep, Teknik Dan 

Aplikasi Menggunakan Program SmartPLS 3.0. Edisi 2. Semarang: Badan 

penerbit- Undip. 

Gilbert, L. (1998). Pharmaceutical patient care: A South African perspective. Social 

Science & Medicine, 47(2), 199-208. 

Goffman, E. (1959). The Presentation of Self in Everyday Life. Garden City, NY: 

Doubleday Anchor Books 

Gronroos, C. (1984). A Service Quality Model and its Marketing Implications. 

European Journal of Marketing, 18(4), 36–44.  

Gronroos, C. (1990). Service Management: A Management Focus for Service 

Competition. IJSIM, 1(1), 6–14. 

Guijarro, A. B., Guijarro, E. B., Bailén, M., & Hernando, A. (2022). Patient 

Perception And Satisfaction With The Electronic Prescription System: Results 

Of The PERSA-RE Questionnaire. Farmaceuticos Comunitarios, 14(2), 9–16.  

Hair, Joseph F., Jeffrey J. Risher, Marko Sarstedt, and Christian M. Ringle. (2019). 

When to use and how to report the results of PLS-SEM. European business 

review 31, no. 1 2-24. 

Handayany, G. N. (2020). Kualitas Pelayanan Kefarmasian dan Kepuasan Pasien. 

Media Nusa Creative (MNC Publishing). 

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing 

discriminant validity in variance-based structural equation modeling. Journal 

of the academy of marketing science, 43, 115-135. 

Herawati, A., Suryawati, S., & Astuti, Y. (2020). Pengaruh waktu tunggu terhadap 

kepuasan pasien di instalasi farmasi rawat jalan RSUD dr. Moewardi. Jurnal 

Manajemen Pelayanan Kesehatan, 23(2), 105–112. 

Hidayatuloh, C., & Mulyanti, D. (2023). Analisis SIMRS Terhadap Peningkatan 

Pelayanan Kesehatan Di Era Digital Dalam Mendukung Implementasi Rekam 

Medis Elektronik. Jurnal Ilmu Kedokteran Dan Kesehatan Indonesia, 3(2), 

65–71.  

Hogerzeil, H. V. (1995). The concept of essential medicines: lessons for rich 

countries. BMJ, 329(7475), 1169-1172. 

Hughes, R. G., & Blegen, M. A. (2008). Patient Safety and Quality: An Evidence-

Based Handbook for Nurses. Agency for Healthcare Research and Quality. 

Imron, M., Prasetyawan, F., Hidayah, L., Selomangleng No, J., Kediri, K., & Timur, 

J. (2024). Strategi Perbaikan Pelayanan Kefarmasian Pada Pelayanan Rawat 



126 

 

 

 

Jalan Di Rumah Sakit Aura Syifa Kota Kediri. Java Health Journal, 11(1), 1–

11.  

Institute for Safe Medication Practices (2021). Understanding Medication Errors 

and Prevention Strategies. 

Irawan, A. S., Setiawan, E., & Kusumawati, A. (2020). Evaluasi implementasi e-

prescribing pada pelayanan farmasi rumah sakit. Jurnal Manajemen 

Pelayanan Kesehatan, 23(1), 12-20. 

Jin, H. K., Suh, S. Y., Kim, S. H., Kim, A. J., Kim, H. J., Choi, N., ... & Cho, Y. S. 

(2023). Hospital pharmacists’ patient-centered communication, trust, and 

satisfaction: patients’ perceptions and opinions. Journal of Korean Society of 

Health-System Pharmacists, 40(4), 387-408 

Jogiyanto. (2011). Konsep dan aplikasi structural equation modeling berbasis varian 

dalam penelitian bisnis. Yogyakarta: Upp Stim Ykpn, 55. 

Johnson, K., et al. (2021). Effectiveness of Electronic Prescribing in Reducing 

Waiting Time in Hospital Pharmacies. Journal of Pharmacy Management, 

29(3), 455-467. 

Juwita, D. A., Desri, N. Q., & Permatasari, D. (2023). Patient Satisfaction with 

Pharmaceutical Services at a Hospital Outpatient Pharmacy in West Sumatra, 

Indonesia. Jurnal Farmasi Dan Ilmu Kefarmasian Indonesia, 10(3), 324–330.  

Kabba, J. A., Bah, A. J., James, P. B., Chang, J., Kitchen, C., Jiang, M., ... & Fang, 

Y. (2021). Patients satisfaction with free healthcare pharmaceutical services in 

Sierra Leone: a national cross-sectional study. International Journal of 

Clinical Pharmacy, 43, 556-565. 

Kasnodihardjo. (2023). Langkah-Langkah Menyusun Kuesioner. Media 

Litbangkes. Pp 21-42. 

Kaushal, R., Bates, D. W., Landrigan, C., et al. (2003). Medication errors and 

adverse drug events in pediatric inpatients. JAMA, 285(16), 2114-2120. 

Kementerian Kesehatan Republik Indonesia. (2008). Standar Pelayanan 

Kefarmasian di Rumah Sakit. 

Kementerian Kesehatan Republik Indonesia. (2014). Peraturan Menteri Kesehatan 

Republik Indonesia Nomor 35 Tahun 2014 tentang Standar Pelayanan 

Kefarmasian di Apotek.  

Kementerian Kesehatan Republik Indonesia. (2016). Pedoman Manajemen Obat 

Publik dan Perbekalan Kesehatan. 



127 

 

 

 

Khamida, L., Yulianti, D., & Wibowo, R. (2021). Analisis Faktor yang 

Mempengaruhi Kepuasan Pasien Terhadap Pelayanan Farmasi di Rumah Sakit 

Daerah. Jurnal Ilmu Kesehatan Masyarakat, 12(1), 45–52. 

Kim, C. E., Shin, J.-S., Lee, J., Lee, Y. J., Kim, M., Choi, A., Park, K. B., Lee, H.-

J., & Ha, I.-H. (2017). Quality Of Medical Service, Patient Satisfaction And 

Loyalty With A Focus On Interpersonal-Based Medical Service Encounters 

And Treatment Effectiveness: A Cross-Sectional Multicenter Study Of 

Complementary And Alternative Medicine (CAM) Hospitals. BMC 

Complementary and Alternative Medicine, 17(1), 1–12.  

Kim, S. W., Kim, J. H., Bae, J. Y., & Lee, K. Y. (2004). Effects of pharmacist-patient 

communication on satisfaction and adherence. Social Behavior and 

Personality: An International Journal, 32(7), 649–656 

Koesoemaningdijah, R. B., Respati, H., & Haryanto, S. Influence of Accuracy and 

Ease of Service Factors on Patient Satisfaction Through Trust for Patients at 

RSIA Mardi Waloeja Rampal in 2021–2023 Period. 

Kohn, L. T., Corrigan, J. M., & Donaldson, M. S. (1999). To Err is Human: Building 

a Safer Health System. National Academies Press. 

Koppel, R., Metlay, J. P., Cohen, A., et al. (2019). Role of Computerized Prescriber 

Order Entry in Reducing Medication Errors. Journal of Patient Safety, 15(2), 

123-129. 

Kotler, P. (2000). Marketing Management. Prentice Hall 

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). Pearson 

Education 

Kotler, P., & Keller, K. L. (2019). Marketing Management (15th ed.). Pearson 

Kottler. (2000). Marketing management (The Millenium, Vol. 199). Prentice Hall. 

Kotwani, A., Levison, L., & Lansang, M. A. (2009). Promoting the rational use of 

antibiotics. Regional Health Forum, 13(1), 9-15. 

Kravitz, R. L., Epstein, R. M., Feldman, M. D., Franz, C. E., Azari, R., Wilkes, M. 

S., Hinton, L., & Franks, P. (1996). Influence of Patients’ Requests for Direct-

to-Consumer Advertised Antidepressants A Randomized Controlled Trial. 

Medical Care, 34(5), 529–535.  

Kunaedi, A. (2022). Pengaruh Kualitas Pelayanan Kefarmasian Terhadap Kepuasan 

Pasien Rawat Jalan Di Rumah Sakit Umum Daerah Sumedang Tahun 2022. 

Journal of Pharmacopolium, 5(2). 



128 

 

 

 

Kurniawan, Y., Winoto, H., & Fushen. (2022). Pengaruh Kualitas Layanan Dan 

Penanganan Keluhan Terhadap Loyalitas Pasien BPJS Dimediasi Oleh 

Kepuasan Pelanggan. Jurnal Manajemen Dan Administrasi Rumah Sakit 

Indonesia (MARSI), 6(1), 74–85. 

Lämsä, E., Timonen, J., & Ahonen, R. (2018). Pharmacy customers’ experiences 

with electronic prescriptions: cross-sectional survey on nationwide 

implementation in Finland. Journal of Medical Internet Research, 20(2), 1-12. 

Lapane, K. L., Dubé, C., Schneider, K. L., & Quilliam, B. J. (2007). Patient 

perceptions regarding electronic prescriptions: is the geriatric patient 

ready? Journal of the American Geriatrics Society, 55(8), 1254-1259. 

Lau, G., Ho, J., Lin, S., Yeoh, K., Wan, T., & Hodgkinson, M. (2019). Patient and 

clinician perspectives of an integrated electronic medication prescribing and 

dispensing system: a qualitative study at a multisite Australian hospital 

network. Health Information Management Journal, 48(1), 12-23. 

Leape, L. L., et al. (1995). Systems Analysis of Adverse Drug Events. JAMA, 

274(1), 35-43. 

Lewis, R. C., & Booms, B. H. (1983). The marketing aspects of service quality. In 

Berry, L., Shostack, G., & Upah, G. (Eds.), Emerging Perspectives on Services 

Marketing (pp. 99-107). American Marketing Association 

Lionis, C., & Philalithis, A. (2008). Patient satisfaction with medication: a challenge 

for primary health care. Family practice, 25(5), 319-320. 

Lisby, M., Nielsen, L. P., & Mainz, J. (2010). Errors in the medication process: 

frequency, type, and potential clinical consequences. International Journal for 

Quality in Health Care, 17(1), 15-22. 

Lisdiana, I., Prasetyo, I., & Hartati, C. S. (2023). Kepuasan Pasien Sebagai Variabel 

Intervening Pada Pengaruh Fasilitas Dan Kualitas Pelayanan Terhadap 

Loyalitas. Jurnal Ekonomi Bisnis Dan Manajemen, 1(2), 50-63. 

Mahendradhata, Y., Harimurti, P., Prawira, J., & Hort, K. (2017). The Republic of 

Indonesia Health System Review Asia Pacific Observatory on Health Systems 

and Policies. In Health Systems in Transition (Vol. 7, Issue 1). 

Management Sciences for Health. (2012). MDS-3: Managing Access to Medicines 

and Health Technologies 

Manfrin, A. (2023). The relationship between the pharmacist's role, patient 

understanding and satisfaction during the provision of a cost‐effective 

pharmacist‐led intervention. Journal of Evaluation in Clinical Practice, 29(5), 

825-835. 



129 

 

 

 

Mani, Z. A., & Goniewicz, K. (2024). Transforming Healthcare in Saudi Arabia: A 

Comprehensive Evaluation of Vision 2030’s Impact. Sustainability 

(Switzerland) , 16(8), 1–23.  

Mansouri, A., Ahmadvand, A., Hadjibabaie, M., Javadi, M., Khoee, H., Dastan, F., 

& Gholami, K. (2014). A Review of Medication Errors in Iran: Sources, 

Underreporting Reasons and Preventive Measures. Shaheed Beheshti 

University of Medical Sciences and Health Services Iranian Journal of 

Pharmaceutical Research, 13(1), 3–17. 

Maryanti, L., Rulianti, M. R., & Sarmadi. (2023). Identifikasi Komunikasi Efektif 

antara Tenaga Teknis Kefarmasian dengan Pasien Selama Masa Pandemi 

Covid-19 di Puskesmas Kota Palembang. Gorontalo Journal of Health 

Sciences, 7(1), 139-145.  

Masrulloh, M., Suprapto, S. I., & Peristiowati, Y. (2020). Analysis of the Dimension 

of the Quality of Service with Online Registration System Again to Increase 

Patient Satisfaction in Outpatient Room of Jombang General Hospital. Journal 

for Quality in Public Health, 3(2), 239–247.  

Mcalister, L., Pessemier, E., & Sloan, A. P. (1982). Variety Seeking Behavior: An 

Interdisciplinary Review. Journal of Consumer Research, 14, 311–322.  

Meesala, A., & Paul, J. (2018). Service Quality, Consumer Satisfaction and Loyalty 

in Hospitals: Thinking For The Future. Journal of Retailing and Consumer 

Services, 40, 261–269.  

Mekonnen, A. B., McLachlan, A. J., Brien, J. E., et al. (2018). Impact of electronic 

prescribing on medication errors in hospitals: A systematic review. Drug 

Safety, 41(1), 1-12. 

Mittal, V., & Frennea, C. (2010). Customer Satisfaction: A Strategic Review And 

Guidelines For Managers. MSI Fast Forward Series, Marketing Science 

Institute, Cambridge, MA. 

Muliati, Ramli, A., Hafsa, A., Lattu, S., Chaliddyanto, D., & Handayani, R. (2024). 

Relationship Between E-Prescription System Implementation Toward 

Pharmacy Service User Satisfaction at Labuang Baji Regional Hospital, 

Makassar. International Journal of Health Sciences and Research, 14(10), 

498–504.  

Navas, C., Minton, A. P., & Rodriguez-Leboeuf, A. M. (2024). The Role of Patient-

Reported Outcomes to Measure Treatment Satisfaction in Drug Development. 

The Patient-Patient-Centered Outcomes Research, 1-15. 

NCC MERP. (1998). About Medication Errors. National Coordinating Council for 

Medication Error Reporting and Prevention 



130 

 

 

 

 NCC MERP. (2019). National Coordinating Council for Medication Error 

Reporting and Prevention – Definitions and Classifications. 

Nugroho, A., & Setiawan, D. (2021). Analisis Faktor yang Memengaruhi Waktu 

Tunggu di Instalasi Farmasi Rumah Sakit XYZ. Jurnal Kesehatan 

Masyarakat, 18(2), 112-121. 

Nurjanah, S. R., Pribadi, P., & Dianita, P. S. (2022). Determinant Factors Of Patient 

Satisfaction And Trust In Pharmacy Staff Among Persons With Non-

Communicable Diseases: Patient Centered Care Approach. Jurnal Farmasi 

Sains dan Praktis, 207-214. 

Nurmiwiyati, Oktrivina, A., Aritonang, & Kosasih. (2020). Pengaruh Ketersediaan 

Obat dan Kualitas Pelayanan Farmasi Terhadap Kepuasan Dan Loyalitas 

Pasien Rawat Jalan (Studi Pada Rumah Sakit Ibu Dan Anak PKU 

Muhammadiyah Cipondoh, Tangerang). Jurnal Surya Medika, 6(1), 32–38. 

Nurul Hidayat, S. E., Juhara, I. S., Dyah Riandadari, S. T., Nahari, R. V., Riza 

Alfita, S. T., MT, C.& Yanti Krismayanti, S. E. (2024). Total Quality Control. 

Cendikia Mulia Mandiri. 

Odukoya, O. K. dan Michelle, A. C. 2013. E-prescribing: characterization of patient 

safety hazards in community pharmacies using a sociotechnical systems 

approach. BMJ Qual Saf, 22 (10): 816–825. 

Odukoya, O. K., & Chui, M. A. (2013). E-prescribing: A Focused Review And New 

Approach To Addressing Safety In Pharmacies And Primary Care. Research 

in Social and Administrative Pharmacy, 9(6), 996–1003.  

Odukoya, O. K., Stone, J. A., & Chui, M. A. (2014). E-prescribing: Characterizing 

system-associated errors. Journal of the American Pharmacists Association, 

54(6), 645-651. 

Oliver, R. L. (1980). A Cognitive Model of the Antecedents and Consequences of 

Satisfaction Decisions. Journal of Marketing Research, XVII, 460–469. 

Oliver, R. L., & Desarbo, W. S. (1988). Response Determinants in Satisfaction 

Judgments Downloaded from. Journal of Consumer Research, 14, 495–507.  

Owaidh, A. O., Abdullrahman Atiah, A., Saif Abadi, A., Mohammed Ali, A., 

Mohammed Abdullah, A., Abdulrahman Abdullah, A., & Mohammed Hassan, 

A. (2018). Patients’ Satisfaction with Health Care Services in Southern Saudi 

Arabia. The Egyptian Journal of Hospital Medicine, 72(1), 3857–3860. 

Paluck, E. C., Green, L. W., James Frankish, C., Fielding, D. W., & Haverkamp, B. 

(2003). Assessment of communication barriers in community pharmacies. 

Evaluation and the Health Professions, 26(4), 380–403.  



131 

 

 

 

Parashar, A., Rawat, V., & Peter, P. P. (2022). Patient Satisfaction: Key Strategies 

for Better Health Care Outcomes. RDM Nursing, CXIII(1), 35–38. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A Multiple-

Item Scale for Measuring Consumer Perceptions of Service Quality. Journal 

of Retailing, 64(1), 12-40. 

Peacock, G., Parnapy, S., Raynor, S., & Wetmore, S. (2010). Accuracy and 

precision of manufacturer-supplied liquid medication administration devices 

before and after patient education. Journal of the American Pharmacists 

Association, 50(1), 84-86. 

Pedersen, C. A., Schneider, P. J., & Scheckelhoff, D. J. (2017). Using e-

prescriptions to improve outpatient medication processes and satisfaction. 

American Journal of Health-System Pharmacy, 74(13), 958–962 

Pham, J. C., Aswani, M. S., Rosen, M., et al. (2011). Reducing medical errors and 

adverse events. Annual Review of Medicine, 63, 447-463. 

Pinzon, R. T., & Priskila, L. (2019). Sistem Pengingat Klinis untuk Perbaikan 

Kepatuhan Peresepan Berdasarkan Formularium dan Formularium Nasional di 

RS Bethesda Yogyakarta. The Journal of Hospital Accreditation, 1(01). 

Pirnejad, H., Niazkhani, Z., Van Der Sijs, H., Berg, M., & Bal, R. (2009). 

Evaluation of the impact of a CPOE system on nurse-physician communication 

a mixed method study. Methods of Information in Medicine, 48(4), 350–360.  

Pohan, I. S. (2015) Jaminan Mutu Pelayanan Kesehatan, Dasar-dasar Pengertian 

dan penerapan. Jakarta: Penerbit Buku Kedokteran EGC. 

Pontefract, S. K., Coleman, J. J., Vallance, H. K., Hirsch, C. A., Shah, S., Marriott, 

J. F., & Redwood, S. (2018). The impact of computerised physician order entry 

and clinical decision support on pharmacist-physician communication in the 

hospital setting: A qualitative study. PLOS ONE, 13(11), 1–15.  

Pontefract, S. K., Hodson, J., Marriott, J. F., Redwood, S., & Coleman, J. J. (2016). 

Pharmacist-Physician Communications in a Highly Computerised Hospital: 

Sign-Off and Action of Electronic Review Messages. PLOS ONE, 11(8), 1–

17.  

Poon, E. G., et al. (2010). Barcode Medication Administration and Reduction in 

Medication Errors. New England Journal of Medicine, 362(18), 1698-1707. 

Prasetyo, H., et al. (2023). Evaluasi Tingkat Kepuasan Pasien Rawat Jalan pada 

Instalasi Farmasi Rumah Sakit di Jawa Tengah. Jurnal Manajemen Kesehatan 

Indonesia, 18(2), 87-95. 

Purwitasari, P., Sarlan Menungsa, A., & Syahruddin, S. (2022). Intensity of 

Interpersonal Communication in Realizing Quality Relations Between 



132 

 

 

 

Community Citizens in Kambu District, Kendari City Intensitas Komunikasi 

Interpersonal Dalam Mewujudkan Kualitas Hubungan Antar Warga 

Masyarakat Di Kelurahan Kambu Kota Kendar. Journal of Social and 

Economics Research, 4(2), 325–336. 

Putri, S., et al. (2022). The Impact of E-Prescribing on Pharmacy Service Efficiency. 

Journal of Hospital Management, 20(4), 305-312. 

Rachmadi, T., & Kom, S. (2020). Pengantar Teknologi Informasi (Vol. 3). Tiga 

Ebook. 

Rahayuningtyas, W., Muthoharoh, A., Rahmatullah, S., & Ningrum, W. A. (2023). 

Kepuasaan Pelayanan Resep Konvensional dan Elektronik Pasien Rawat Jalan: 

Studi Perbandingan di Instalasi Farmasi RSI PKU Muhammadiyah Pekajangan 

Pekalongan. Prosiding Seminar Kesehatan Masyarakat, 1, 1–7.  

Rahmadani, A., & Wahyuni, S. (2021). Pengaruh Kualitas Pelayanan Farmasi 

Terhadap Kepuasan Pasien Rawat Jalan di Rumah Sakit X. Jurnal Manajemen 

dan Pelayanan Kesehatan, 24(2), 89–95 

Rahman, T., et al. (2022). Hubungan Waktu Tunggu dengan Kepuasan Pasien di 

Instalasi Farmasi Rumah Sakit Pemerintah. Jurnal Manajemen Kesehatan 

Indonesia, 17(1), 77-85. 

Rahmawati, F., & Prasetyo, H. (2021). Evaluasi Implementasi Sistem Resep 

Elektronik pada Instalasi Farmasi Rumah Sakit. Indonesian Journal of Health 

Services, 14(3), 219-230. 

Rahmawati, T., et al. (2022). The Impact of Electronic Prescribing on Patient 

Satisfaction in Outpatient Pharmacy Services. Journal of Healthcare Quality, 

27(4), 102-115. 

Rijatullah, R., Suroso, A., & Rujito, L. (2020). Pengaruh Persepsi Kemanfaatan Dan 

Persepsi Kemudahan Penggunaan. Jurnal Ekonomi, Bisnis Dan Akuntansi , 

22(2), 217–232. 

Rindhi Estika. (2023). Persepsi Pasien Terhadap Penggunaan Peresepan Elektronik 

Di Instalasi Farmasi Rumah Sakit Roemani Muhammadiyah Semarang Tahun 

2023. Universitas Ngudi Waluyo. Skripsi 

Robbins, S. P., & Judge, T. A. (2021). Organizational Behavior (18th ed.). Pearson 

Rohima, A. P. (2022). Pengaruh Sikap Tenaga Kesehatan Dan Ketersediaan Obat 

Terhadap Tingkat Kepuasan Masyarakat Pemegang Kartu Jamkesmas Rumah 

Sakit Ahmad Ripin Kabupaten Muaro Jambi. Bureaucracy Journal: Indonesia 

Journal of Law and Social-Political Governance, 2(1), 184-194. 



133 

 

 

 

Roter, D. L., & Hall, J. A. (2006). Doctors Talking with Patients/Patients Talking 

with Doctors: Improving Communication in Medical Visits. Praeger. 

Rousek, J. B., & Hallbeck, M. S. (2011). Improving medication management 

through the implementation of electronic prescribing systems in hospitals. 

Health Systems, 1(2), 65–75. 

Rothschild, J. M., et al. (2005). The Critical Role of Patient Identification in 

Medication Safety. Journal of Healthcare Quality, 27(5), 50-5 

Roumeliotis, N., Sniderman, J., Adams-Webber, T., Addo, N., Anand, V., Rochon, 

P., Taddio, A., & Parshuram, C. (2019). Effect of Electronic Prescribing 

Strategies on Medication Error and Harm in Hospital: a Systematic Review 

and Meta-analysis. Journal of General Internal Medicine, 34(10), 2210–2223.  

Russo, S., Monzani, D., Pinto, C. A., Vergani, L., Marton, G., Falahee, M., Simons, 

G., Whichello, C., Kihlbom, U., & Pravettoni, G. (2021). Taking Into Account 

Patient Preferences: A Consensus Study On The Assessment Of Psychological 

Dimensions Within Patient Preference Studies. Patient Preference and 

Adherence, 15, 1331–1345.  

Rust, R. T., & Zahorik, A. J. (1993). Customer Satisfaction, Customer Retention, 

and Market Share. Journal of Retailing, 69(2), 193–215. 

Sabila, F. C., Oktarlina, R. Z., & Utami, N. (2018). Peresepan Elektronik (E-

Prescribing) Dalam Menurunkan Kesalahan Penulisan Resep. Majority, 7(3), 

271-275. 

Sacre, H., Haddad, C., Sakr, F., Safwan, J., Hajj, A., Zeenny, R. M., ... & Salameh, 

P. (2024). Patient-pharmacist relationship dynamics: a mediation analysis of 

patient characteristics and reported outcomes. Journal of Pharmaceutical 

Policy and Practice, 17(1), 2371409. 

Sarata, M. I. M., Kenjam, Y., & Yuliana Radja Riwu. (2023). Hubungan Mutu 

Pelayanan Kesehatan dengan Tingkat Kepuasan Pasien Rawat Jalan di Poli 

Umum Puskesmas Kapan Kecamatan Mollo Utara Kabupaten Timor Tengah 

Selatan. Jurnal Ilmiah Kesehatan Masyarakat, 2(2), 456–467.  

Sari, J. R. D., Wulan, R. R., & Mei, R. (2016). Pengaruh komunikasi interpersonal 

custumer care terhadap kepuasan pasien rumah sakit orthopaedi purwokerto. 

E-Proceeding of Management, 3(2), 2400–2408 

Satibi, 2016. Manajemen Obat di Rumah Sakit. Gadjah Mada. University Press. 

Yogyakarta 

Schiavo, R. (2007). Health Communication: From Theory to Practice. Jossey-Bass. 



134 

 

 

 

Schleiden, L. J., Odukoya, O. K., & Chui, M. A. (2015). Older Adults’ Perceptions 

of E-Prescribing: Impact on Patient Care. Perspectives in Health Information 

Management, 12(Winter), 1d 

Schofield B, Cresswell K, Westbrook J, et al. (2019). The impact of electronic 

prescribing systems on pharmacists’ time and workflow. Pharmaceutical 

Journal. 

Sebera, E., Hagenimana, C., Rugengamanzi, F., Nahimana, J., Kamali, F., 

Nizeyemariya, L., & Twagirumukiza, E. (2024). Patient Flow Analysis in a 

Public Hospital A Case of Outpatient Services at Remera Rukoma District 

Hospita. Rwanda Public Health , 5(3), 20–27. 

Seif, S., Shah, J., Mwai, M., & Ali, S. K. (2023). The impact of waiting times on 

patient satisfaction and patient care: A cross-sectional study. East African 

Medical Journal. Retrieved from African Journals Online. 

Shams, M. E. H. E. S. (2011). Implementation Of An E-Prescribing Service Users’ 

Satisfaction And Recommendations. International Pharmacy, 144(4), 186–

181. 

Shisundi, P. Y. (2023). Factors Influencing Patient Waiting Time In Emergency 

Department Of Khunyangu Sub-County Hospital, Kenya. 

Shisundi, P. Y., Ochanda, D. A., & Nyangena, E. (2023). Factors Influencing 

Patient Waiting Time in Emergency Department of Khunyangu Sub-County 

Hospital, Busia Kenya. Bayero Journal of Nursing and Health Care, 5(1), 

1096–1107.  

Shyshka, I. (2023). Development Trends Of The World Market Of Medical 

Services. Market Infrastructure, 1(73), 204–212.  

Simamora, B. (2003). Memenangkan Pasar dengan Pemasaran Efektif dan 

ProfiTabel. Jakarta: Gramedia Pustaka Utama. 

Slight, S. P., Berner, E. S., Galanter, W., Huff, S., Lambert, B. L., Lannon, C., & 

Bates, D. W. (2015). Meaningful use of electronic prescribing in ambulatory 

care: A review of the evidence and gaps in knowledge. Journal of the American 

Medical Informatics Association, 22(2), 392–400. 

Smith, M. A., Cannon-Breland, M. L., & Spiggle, S. (2012). Patient perceptions of 

pharmacist-provided medication therapy management: A qualitative study. 

Journal of the American Pharmacists Association, 52(2), 113-120. 

Soares, A., Kusnanto, & Dian Kurniawati, N. (2020). Influences Of Therapeutic 

Communication On Model Of Structural Re-Flection On Parents Of Patients 

Satisfaction. Nurse Line Journal, 5(1), 209–213. 



135 

 

 

 

Sofaer, S., & Firminger, K. (2005). Patient perceptions of the quality of health 

services. Annual Review of Public Health, 26, 513–559.  

Sousa, P. P. (2011). The Comfort Of Elderly Patients With Chronic Illness And 

Caregivers Informal In The Hospitalization Context. International Journal of 

Developmental and Educational Psychology INFAD Revista de Psicología, 

No1, 3(1), 457–466. 

Stewart, M. A., Brown, J. B., & Weston, W. W. (1995). Patient-Centered Medicine: 

Transforming the Clinical Method. Radcliffe Medical Press. 

Sugiyono. (2019). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung: 

Alfabeta. 

Susanto, R., & Widjaja, T. (2022). Pengaruh Pelayanan Farmasi terhadap Kepuasan 

Pasien Rawat Jalan di RS Swasta. Jurnal Pelayanan Kesehatan, 14(1), 45-56. 

Tadesse, Y. B., Sendekie, A. K., Mekonnen, B. A., Denberu, F. G., & Kassaw, A. 

T. (2023). Pharmacists’ Medication Counseling Practices and Knowledge and 

Satisfaction of Patients With an Outpatient Hospital Pharmacy Service. Inquiry 

(United States), 60.  

Ulfa, Z., Hermawan, D., Riyanti, R., Amirus, K., & Sari, N. (2022). Analisis 

Kepuasan Pasien Rawat Jalan terhadap Pelayanan Farmasi di Rumah Sakit 

Pertamina Bintang Amin Bandar Lampung. Malahayati Nursing Journal, 

4(11), 2937–2951.  

Urtasuna, M., Takata, M., Davenport, M., Dominguez, P., Sudrez, G., Nova, S. V., 

Raiden, S., & Ferrero, F. (2022). Effect of electronic prescriptions on the safety 

of hospitalized pediatric patients. Archivos Argentinos de Pediatria, 120(2), 

111–117.  

Usman, N., Citraningtyas, G., & Pasca Siampa, J. (2023). Analisis Medication Error 

Fase Prescribing Dan Dispensing Di Instalasi Farmasi Rumah Sakit Umum 

Pusat Ratatotok Buyat Kabupaten Minahasa Tenggara. Pharamcon, 12(1). 

Van der Sijs, H., Aarts, J., Vulto, A., & Berg, M. (2008). Overriding of drug safety 

alerts in computerized physician order entry. Journal of the American Medical 

Informatics Association, 13(2), 138–147 

Van Doormaal, J. E., van den Bemt, P. M., Zaal, R. J., et al. (2009). The influence 

that electronic prescribing has on medication errors and preventable adverse 

drug events: An interrupted time-series study. Journal of the American 

Medical Informatics Association, 16(6), 816-825. 

Velo, G. P., & Minuz, P. (2009). Medication errors: Prescribing faults and 

prescription errors. In British Journal of Clinical Pharmacology (Vol. 67, Issue 

6, pp. 624–628).  



136 

 

 

 

Venkatesh, V., Thong, J. Y., & Xu, X. (2016). "Unified theory of acceptance and 

use of technology: A synthesis and roadmap." Journal of the Association for 

Information Systems, 17(5), 328-376. 

Virgolesi, M., Pucciarelli, G., Colantoni, A. M., D’Andrea, F., Di Donato, B., 

Giorgi, F., Landi, L., Salustri, E., Turci, C., & Proietti, M. G. (2017). The 

Effectiveness Of A Nursing Discharge Programme To Improve Medication 

Adherence And Patient Satisfaction In The Psychiatric Intensive Care Unit. 

Journal of Clinical Nursing, 26(23–24), 4456–4466.  

Wahab, B., Sembiring, A., Tampubolon, E., & Sinaga, J. P. (2023). Edukasi 

Pentingnya Simrs Dalam Penerapan Rekam Medik Elektronik Terintegrasi Di 

Rumah Sakit Umum Sembiring. Jurnal Pengabdian Masyarakat Putri Hijau, 

4(1), 50–53.  

Weingart, S. N., Simchowitz, B., Shiman, L., Brouillard, D., Cyrulik, A., Davis, R. 

B., ... & Weissman, J. S. (2009). Clinicians' assessments of electronic 

medication safety alerts in ambulatory care. Archives of Internal 

Medicine, 169(17), 1627-1632. 

Weningtyas, E., & Ni, M. (2012). Pengaruh komunikasi interpersonal dan kualitas 

pelayanan terhadap kepuasan konsumen. Psikologika, 17, 17–26. 

WHO (2016). Guidelines on Good Pharmacy Practices in Health Care Institutions. 

Geneva: World Health Organization. 

WHO. (2004). Equitable Access to Essential Medicines: A Framework for 

Collective Action. 

WHO. (2017). Medication Without Harm – Global Patient Safety Challenge. 

Widiastuti, M. S., & Dwiprahasto, I. (2014). Peran Resep Elektronik Dalam 

Meningkatkan Medication Safety Pada Proses Peresepan. Jurnal Manajemen 

Pelayanan Kesehatan, 17(1), 30–36. 

Widjaya, L. 2013. Pengaruh peresepan elektronik terhadap mutu layanan farmasi di 

Rumah Sakit x Jakarta Barat. Indonesian of Health Information Management 

Journal (INOHIM), 1(1), 8-12. 

Widyasari, M., & Herowati, R. (2023). The correlations of interpersonal 

communication pharmacists with compliance medication in patientof diabetes 

mellitus type 2. Jurnal Aisyah: Jurnal Ilmu Kesehatan, 8(2). 

Wijaya, R., et al. (2023). Pharmaceutical Inventory Management and Its Impact on 

Waiting Time. Journal of Healthcare Quality, 28(2), 89-99. 



137 

 

 

 

Wulandari, C., Rachmawaty, R., Ilkafah, I., & Erfina, E. (2021). Patient Satisfaction 

Towards Healthcare Quality in Indonesian Public Hospital. Enfermeria 

Clinica, 31(5), 745–750.  

Wulandari, Z., & Sahrudi, S. (2024). Hubungan Waktu Tanggap Kegawatdaruratan 

dengan Tingkat Kepuasan Pasien di Instalasi Gawat Darurat RSUD Kabupaten 

Bekasi. Malahayati Nursing Journal, 6(2), 422–428.  

Wulandari, S., & Setiawan, A. (2024). Faktor-Faktor yang Berhubungan dengan 

Persepsi Masyarakat terhadap Pelayanan Kefarmasian di Apotek Kota X. 

Jurnal Pharmacon, 11(2), 105-112 

Yulyanti, S.W. (2023). Pengantar Administrasi dan Kebijakan Kesehatan. Sleman: 

Deepublish 

Yulyanti. (2023). Pengantar Administrasi dan Kebijakan Kesehatan. Deep 

Publisher. 

Zanzeh, H. A., Ribeiro, L. P., Ribeiro, A. M., & Almeida, H. (2023). Factors 

Influencing Patient Satisfaction in Healthcare: A Systematic Literature 

Review. Global Perspectives on Health Assessments for an Aging Population, 

211-230. 

Zeithaml, V. A. (1988). Consumer perceptions of price, quality, and value: A 

means-end model and synthesis of evidence. Journal of Marketing, 52(3), 2-

22 

Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990). Delivering Quality 

Service: Balancing Customer Perceptions and Expectations. Free Press 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The Behavioral 

Consequences of Service Quality. Journal of Marketing, 60, 31–46. 

Zuhriyanto, M., & Nurahayu, S. (2022). Evaluasi Waktu Tunggu Resep Obat 

Terhadap Kepuasan Pasien Rawat Jalan Di Instalasi Farmasi Rumah Sakit 

Assyifa Kota Tangerang. Jurnal Ilmu Farmasi Dan Farmasi Klinik (JIFFK), 

19(1), 40–45.  

 

  




