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HUBUNGAN PROSES BISNIS INTERNAL TERHADAP KEPUASAN 

PASIEN DI APOTEK FRANCHISE DI PURWOKERTO 

 

 Anifah Sulistiani, Much Ilham N. Aji Wibowo, Githa Fungie Galistiani 

 

ABSTRAK 

 

Penelitian yang akan dilakukan bertujuan untuk melihat hubungan antara 

proses bisnis internal terhadap kepuasan pelanggan terhadap pelayanan di apotek 

franchise di Purwokerto. Penelitian ini mengikuti desain studi observasional 

dengan melakukan komparasari antara paparan dan outcome diukur pada waktu 

bersamaan dengan menggunakan rancangan penelitian cros sectional antara 

hubungan proses bisnis iternal terhadap kepuasan pasien di apotek. Pengambilan 

sampel untuk proses bisnis internal secara proporsional dan pengambilan data 

kepuasan pasien diambil secara accidental sampling untuk analisis yang 

digunakan pada proses bisnis internal berupa analisis deskriptif dan pada 

kepuasan pasien menggunakan analisis Importance Performance Analysis. Untuk 

uji statistika yang digunakan untuk menghubungkan proses bisnis internal dengan 

kepuasan pasien menggunakan analisis Chi-Square. Hasil analisis menunjukan 

tidak ada hubungan yang signifikan antara proses bisnis internal dengan kepuasan 

pasien disebabkan nilai p-value >0,05 sehingga H1di terima yaitu  tidak  adanya 

hubungan proses bisnis internal terhadap kepuasan pasien di apotek franchise 

 

Kata kunci : proses bisnis internal, kepuasan pasien, pelayanan apotek 
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THE RELATION OF INTERNAL BUSINESS PROCESSES TO PATIENT 

SATISFACTIONS FRANCHISE PHARMACY IN PURWOKERTO 

 

 Anifah Sulistiani, Much Ilham N Aji Wibowo, Githa Fungie Galistiani 

 

 

ABSTRACT 

 

This research will be conducted to see the relationship between Internal 

Business Processes to the customer satisfaction about services in Franchise 

Pharmacy in Purwokerto. This research following the design from observational 

study with conduct comparison between explanation and outcome that will be 

measured at the same time by using a cross sectional study design that has relation 

between Internal Business Processes to the patient satisfaction in pharmacy. 

Taking sample proportionally for Internal Business Processes and taking data 

about patient satisfaction are taken by accidentally sampling to analyze what will 

be used in Internal Business Processes in the form of analysis descriptive and for 

the patient satisfaction using Importance Performance Analysis. For the statistical 

test that used to relate Internal Business Processes with patient satisfaction using 

analysis Chi-Square. The result from that analysis indicates there is no significant 

relationship between Internal Business with patient satisfaction caused by p-value 

>0.05, so H1 accepted indicates that there is no relation of Internal Business 

Processes to the patient satisfaction at a franchise  pharmacy. 

 

Key words : Internal Business Processes, Patient satisfaction, Pharmacy services 
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