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Quality improvement in health services is not only oriented to quality service
processes but also the results of the quality of health services following the
wishes of customers or patients. One type of hospital service that must be
provided is pharmacy services. Pharmacy services must be carried out
according to predetermined service standards. Problems that are still
encountered in Indonesian hospital pharmacy installations are: speed of
service time is not optimal, service friendliness is still not optimal, and
limited drug availability. This study aims to determine the strategy for
improving the service quality of hospital pharmacy installations in Indonesia.
This research is a literature review by searching electronic databases
published in 2017-2022 and meeting the inclusion criteria. Articles were
taken from the Scopus, Science Direct, ProQuest, Springer Link, Google
Scholar, Nature, JSTOR, and Emerald Insight databases with a total of 20
articles used. Twenty articles show that to improve the service quality of
hospital pharmacy installations in Indonesia is to pay attention to several
aspects of indicators including, service friendliness, service speed, service
accuracy, product completeness, workforce professionalism, and service
convenience.
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ABSTRAK

Rumah sakit merupakan fasilitas pelayanan kesehatan perorangan serta
bagian dari sumber daya kesehatan yang sangat diperlukan dalam
mendukung penyelenggaraan upaya kesehatan. Peningkatan mutu dalam
pelayanan kesehatan selain berorientasi kepada proses pelayanan yang
bermutu, juga hasil mutu pelayanan Kkesehatan yang sesuai dengan
keinginan pelanggan atau pasien. Salah satu jenis pelayanan rumah sakit
yang wajib disediakan adalah pelayanan farmasi. Pelayanan farmasi harus
dilakukan sesuai standar pelayanan yang telah ditentukan. Permasalahan
yang masih ditemui di instalasi farmasi rumah sakit Indonesia yaitu:
kecepatan waktu pelayanan belum optimal, keramahan pelayanan masih
belum optimal, dan ketersediaan obat yang terbatas. Penelitian ini bertujuan
untuk mengetahui strategi peningkatan mutu pelayanan instalasi farmasi
rumah sakit di Indonesia. Penelitian ini adalah literature review dengan
pencarian database elektronik yang diterbitkan 2017-2022 dan memenubhi
kriteria inklusi. Artikel diambil dari database Scopus, Science Direct,
ProQuest, SpringerLink, Google Scholar, Nature, JSTOR, dan Emerald Insight
dengan total 20 artikel yang digunakan. Dua puluh artikel menunjukkan
bahwa untuk meningkatkan mutu pelayanan instalasi farmasi rumah sakit di
Indonesia adalah dengan dengan memperhatikan beberapa aspek indikator
diantaranya, keramahan pelayanan, kecepatan pelayanan, ketepatan
pelayanan, Kkelengkapan produk, profesionalisme tenaga kerja dan
kenyamanan pelayanan.
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INTRODUCTION

Hospitals are individual health service facilities and part
of health resources that are indispensable in supporting the
implementation of health efforts (Obaid et al., 2021). Health
services in hospitals must be safe, quality, anti-discriminatory
and effective by prioritizing the interests of patients according
to service standards (Yuliati & Andriani, 2021).

Hospitals must change the paradigm of hospital
management towards a consumer point of view, empowering
employees and improving service quality (Hasanah et al.,,
2021). Quality improvement in health services is not only
oriented to quality service processes, but also the results of
the quality of health services in accordance with the wishes of
customers or patients (Agow et al., 2021).

Minimum service standards for hospitals consist of several
types of services, with indicators and standards for achieving
hospital service performance (Babar, 2021). One type of
hospital service that must be provided is pharmacy services.
Pharmacy services must be carried out according to
predetermined service standards.

Quality services must meet service standards that are
determined from the waiting time for pharmacy services.
Based on the Regulation of the Minister of Health of the
Republic of Indonesia Number 58 of 2014 and its amendments
in Number 34 of 2016 concerning Pharmaceutical Service
Standards in Hospitals that to improve the quality of
pharmaceutical services in hospitals that are patient safety
oriented, a standard is needed that can be used as a reference
in pharmaceutical services (Kementerian Kesehatan, 2016),
(Kementerian Kesehatan, 2014).

Problems that are still encountered in Indonesian hospital
pharmacy installations are: the speed of service time is not
optimal, it can be seen by the queue of patients at the
Pharmacy Installation due to the uncertainty of the time in
providing services to patients when taking drugs at the
pharmacy installation, the friendliness of the service is still
not optimal, it can be seen With complaints from the patient's
family regarding the drug information service provided by the

officer, the limited availability of the drug resulted in the
patient having to return to get a replacement prescription
because the drug was not available, and this had an impact on
the patient's request not being fulfilled immediately.

The problems mentioned above, allegedly caused by the
quality of service that has not been running optimally.
Starting from the description above, the writing of this
literature review is carried out as input for strategic planning
to improve the quality of hospital pharmacy installation
services so that they have sustainable competitiveness.
Increasing service quality is expected to be able to increase
Pharmacy Installation and customer satisfaction and loyalty.

METHOD

This research is a literature review. The literature review
is a method of reviewing research on a particular topic that
emphasizes single questions that have been systematically
identified, assessed, selected, and concluded according to
predetermined criteria based on high-quality research
evidence relevant to the research question. The source of this
research data comes from the literature obtained through the
internet in the form of scientific research results from several
sources. Data collection was carried out through internet
searching with keywords entered, namely pharmacy
installation, strategy to improve the quality of hospital
services, and pharmacy services.

The population in this research is research with a focus on
improving the service quality of hospital pharmacy
installations from 2017 to 2022, obtained as many as 20
research results sourced from scientific publications Scopus,
ProQuest, Springer Link, Google Scholar, Portal Garuda, JSTOR
and Emerald Insight. Quantitative data is obtained which is
then analyzed systematically to obtain discussions and
conclusions that represent the contents of the literature
review.

Scopus Sci.ence ProQuest SpringerLink
(n=8) Direct (n=7) (n=8)
(n=10)

Google Emerald
Scholar l\(I?lt=usr)e JSTOR (n=7) Insight
(n=32) (n=7)

v v v v

v v v v

Search article used keywords: Risk Management Information System for Hospital (n=83)

v

Inclusion Criteria:

Have information system for management level to making decision variables (n=30)

Final screening results of 1.

articles based on inclusion 2. Article can be accessed in full (n=18)

criteria (n=20) 3. Article didn’t used review method (n=15)
4. Final article used (n=20)

Figure 1. Flow Chart Screening Article

RESULTS AND DISCUSSION

Based on synthesized articles. There are 6 main ideas related
to this review. The main ideas are the speed of service
strategy, the strategy for product completeness, the service
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friendliness strategy, the service accuracy strategy, the service
convenience strategy, and the professionalism strategy of the
sales force. These six things are interrelated to improve the
quality of service in Indonesian hospital pharmacy
installations.

T
ISSN 2502-4825 (print), ISSN 2502-9495 (online)



Jurnal Aisyah: Jurnal llmu Kesehatan, 6(3), September 2021, - 731

Arie Sulistiyoningrum; Ayun Sriatmi; Septo Pawelas Arso

Table 1.
Article Synthesis Result

No. MainIdea Indicator Similarities of Research Findings

1. Service Friendliness Improve the ability of officers to The strategy to increase customer satisfaction on the
(Annuar et al, 2021), (Lima provide solutions or alternatives to  service friendliness factor is prioritized through the
et al, 2018), (Sousa et al, customers, maintain the gentleness ability to sell, the softness of speech, and thanks. The
2020), (Knop, 2019) of greeting, and always say thank development of this strategy can be done by using a

you at the end of the transaction. computerized system to measure the level of
satisfaction and or friendliness of the staff by simply
pressing or touching the button on the screen provided
near the delivery of the recipe.

2. Service Accuracy Maintaining promotion and The strategy to improve the accuracy of service to
(Chen et al., 2020), (van de outreach, maintaining a productive customers is to increase the reach and coverage
Pol et al., 2021), (See et al., workforce through promotions, improve service quality, and
2021), (Murry et al., 2021) increase the standard procedure for prescription

service times.

3. Service Speed Providing seven-day service for 24 The strategy to increase the speed of service is
(Alghamdi et al, 2022), hours non-stop, the officer informs emphasized on the non-stop service factor, the service
(Zonneveld et al, 2020), aboutthe number of queues to wait time of concocted and non-concocted drugs.

(Flood et al., 2021) and the estimated time to provide
non-concoctions drugs to
customers.

4, Workforce Professionalism Recruiting experienced human The customer satisfaction strategy on the
(Ponangsera, 2017), resources, recruiting competent professionalism of the sales force is prioritized on
(Widyaningrum et al., 2017), human resources in the product knowledge by making internet-based training
(Ardiany et al., 2020) pharmaceutical field. or e-learning so that every employee can easily update

product knowledge.

5. Service Convenience Maintaining the physical facilities The strategy to improve service convenience to
(Anusha et al, 2020), ofthe pharmacy installation. customers is to increase salaries for contract workers,
(Pratiwi, 2017), (Varas- improve monitoring systems, administrative systems,
Doval et al., 2021) and management of pharmaceutical installations.

6. Product Completeness Maintaining the completeness of The customer satisfaction strategy, on the
(Collins & Borders, n.d.), existing products, maintaining the completeness of the product, prioritizes the
(Perraudin et al, 2019), existing drug ordering system completeness of local products, guarantees the
(Nina & Hakim, 2020) through official channels, authenticity of drugs, completeness of over the counter

maintaining the completeness of and generic drugs.
existing over-the-counter drugs,
maintaining the completeness of
existing generic and non-generic
drug products.
DISCUSSION competition in the era of globalization, the existence of

Analysis of improving the quality of pharmaceutical
services

The strategy that needs to be applied to the Pharmacy
Installation is to use strengths to take advantage of long-term
opportunities, namely by increasing the quality and quantity
of human resources, optimizing BPJS patients, and improving
pharmaceutical services that are more focused on patient
satisfaction (Ardiany et al., 2020). The strengths of a Pharmacy
Installation are that it has service operational standards, as a
referral hospital, and the availability of 12 polyclinics with
specialist doctors in each polyclinicc Meanwhile, the
weaknesses of a pharmacy installation are the location is less
strategic, the facilities and infrastructure are not optimal, the
location of the IFRS is far from the ward, and the lack of
communication between patients and pharmacy employees.
Opportunities possessed by a pharmacy installation are local
government support, collaboration with BPJS, and
implementing a one-stop policy. In addition, there are also
threats to the Pharmacy Installation, namely following the
development of science and technology in the era of
globalization, the quality of human resources in the

complementary pharmacies, and customer demands for drug
information services (Tripujiati, 2017).

Service Friendliness

In terms of service friendliness, officers must
communicate well and understand customer needs. This can
be achieved if the number of officers is sufficient, so that the
workload is not too heavy, thus allowing the officers to be
friendly (Amrin et al., 2013). The good or bad of a health
service according to the patient is the attitude of the health
worker. Health services are considered good because the staff
is friendly, friendly, patient and communicative (Adriansyah
& Nadatien, 2019). On the other hand, if the health service is
not considered good because the officers are rude and speak
impolitely. Friendly service when providing
counseling/information about drugs is important because it
can show concern and concern for patients, help patients to
regulate and get used to drugs, help patients to regulate and
adjust the use of drugs to their illness, and also guide and
educate patients and or the patient's family in the use of drugs
to achieve treatment goals and improve the quality of patient
treatment (Rupp, 2011).

Literature Review: Strategy Analysis of Pharmaceutical Service Quality Improvement
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Service Accuracy

In terms of service accuracy, drugs can only be given after
receiving a prescription order from a doctor and the
pharmacist analyzes them pharmaceutically. Pharmacists
must review prescriptions in an effort to prevent medication
errors (Fahriati et al., 2021). Therefore, when administering
drugs to patients, it must always be accompanied by correct
information, where the drugs given to patients are following
the name of the drug, the rules and method of use, the dose
and time of use of the drug, as well as given information in
case of allergies and drug reactions that do not occur. Desired
(ROTD), contraindications, and drug interactions used
(Ceballos et al., n.d.).

Service Speed

In terms of speed of service, the responsiveness of officers
is proven by effective service time and patient satisfaction in
meeting their needs. Responsiveness is also a measure of how
well the health service has the expected results. Providing
clear information will let service users be willing to wait
because they have a positive perception of the quality of
pharmacy services in hospitals (Pittenger et al., 2013).

Workforce Professionalism

In terms of workforce professionalism, the addition of
Human Resources, especially pharmacists, with salaries
through BLUD funds, it is hoped that the addition of
pharmacists can improve the quality of service in pharmacy
installations following pharmaceutical service standards. The
addition of pharmacists through payroll from BLUD funds
because it is following the BLUD principle of flexibility in
using the budget to support improving services to the
community (Verawaty et al., 2017).

Service Convenience

In terms of service convenience, the appearance of the
pharmacy installation in the hospital is a physical condition
regarding the arrangement of the waiting room and interior
design, cleanliness, and comfort of the waiting room, and
other supporting facilities such as TV, toilet, call queue and
appearance of officers, as well as general information in the
form of posters and notice board about service procedures
(Idacahyati et al., 2019). In addition, there must also be room,
equipment, and other facilities that support the
administration, professionalism, and technical functions of
pharmaceutical services to ensure the implementation of
competent and professional pharmaceutical services.

Product Completeness

In terms of product completeness, the completeness of the
existing products in the hospital pharmacy installation is an
indicator of service. The concept of service quality is centered
on efforts to fulfill customer needs and desires and the
accuracy of delivery to balance customer expectations. The
perception of the patient will form a good service inpatient
treatment services. (Larasati & Wulandadari, 2019)

Effective Strategy to Improve the Quality of Hospital
Pharmacy Installation Services

There are main activities that have to be done from the
beginning which include maintaining pharmacy records,
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serving patients, and others. Some of the technical problems
that arise after the pharmacy unit are increasing: differences
in pharmacy practice, maintaining standard documentation of
customer details, demographic changes, and also stock
recording. To overcome this problem, here are 3 strategies
that you can apply to improve the quality of your pharmacy
management (Dwi et al.,, 2016).

Maintain periodic records on drug management

Pharmacists should take the time to develop clinical
policies, procedures, etc. So, they should take the time to
prepare standard documents. They should keep regular
reports of all pharmacy details such as inventory records, drug
details and others, neatly. Documents made must be reviewed
by experienced pharmacists so that data bias does not occur
and makes your pharmacy unit lose money (Sugiono et al.,
2019).

Encouraging a relationship with a doctor

Sometimes pharmacists have to contact doctors so they
can get the right information. The pharmacy management
system remains a link between the doctor and pharmacist
relationship. Pharmacists make doctor's prescriptions more
reliable for patients. Pharmacists should also ensure that
patients do not think twice about taking their medications
(Sugiono et al., 2019).

Using the right pharmacy management app

Using the right pharmacy management application for
your health facility can be very helpful in managing the
pharmacy unit very easily. All other customer and vendor
details can be stored and retrieved with low maintenance
costs by putting them in cloud-based storage. This kind of
application gives the pharmacy unit a big picture of business
performance and a real-time overview of costs, revenues, and
also sales. Forward-thinking pharmaceutical businesses have
turned to digital to manage their business (Sampurno, 2015).

Pharmacy management application helps pharmacy work
more effectively and efficiently. Pharmacy management
applications have advantages including; Procurement
proposals, procurement plans, orders, receipt of goods, and
returns for purchasing pharmaceuticals and pharmacy
services that sell drugs and medical equipment easily and
completely. Another feature is the handling of stock of drugs
and medical equipment, hospitalization, as well as mutation
of pharmaceuticals as well as their disposal and transfer.
Another equally important feature of the Pharmacy Module is
printing reports on HPP, Pareto, inventory, BHP usage, and
stock out reports on sales (Permata, 2016). Pharmacy module
also has excellent features such as:

Notification of E-prescribing and Fxpired Drugs

This feature is used to view the prescriptions entered from
the service, so with this, the pharmacy will get a notification
that there is an incoming prescription in real-time. While the
expired drug feature is used to help the pharmacy find out
what drugs have expired, there is no need to look for them
one by one. This feature will display data on drugs that have
expired at least a week before the expiration date of the drug
(Permata, 2016).

B
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Inventory Report

This feature makes it easy to print and monitor monthly
inventory reports so that you can make drug and medical
equipment planning effectively and efficiently (Permata,
2016).

Drug tracking in real time and easy

This stock card feature makes it easy for you to view drug
data or information starting from the name of the drug, the
expiration date of the drug, as well as the entry and exit of
drugs and the rest of the drug along with the work unit where
the item is stored. This feature is real time (Permata, 2016).

Factors that affect the quality of service in the Hospital
Pharmacy Installation

Reliability Factor

Reliability is the patient's response to the performance of
health workers in terms of data accuracy and services
according to promises so that they are satisfactory
(Ayutyastiningsih, 2021).

Guarantee or Assurance Factor

The safety guarantees shown by health workers
(assurance), the accuracy of the examination schedule, and
doctor's visits are also included in this factor. Health care
insurance is one of the very basic approaches or efforts in
providing services to patients (Ayutyastiningsih, 2021).

Physical Evidence Factor

The dimension of physical/tangible evidence is defined as
the appearance of facilities, equipment and officers who
provide services because a service cannot be seen, smelled,
touched or heard, the aspect of physical/tangible evidence
becomes very important as a measure of services (Meina &
Maryati, 2021).

Factors of Attention or Empathy

Attention or empathy is a willingness to care and give
personal attention to service users. Empathic service requires
a personal touch/feel. The empathy factor is a dimension that
provides a great opportunity to create a "surprise" service,
which is something that the service user does not expect but
is actually provided by the service provider (Meina & Maryati,
2021).

CONCLUSIONS AND SUGGESTION

Based on the results of a review of 20 journals that have
been carried out, it is found that the strategy that can be done
to improve the quality of hospital pharmacy installation
services in Indonesia is to pay attention to several aspects of
indicators including, service friendliness, service speed,
service accuracy, product completeness, workforce
professionalism and service convenience. To improve the
quality of other services at the Hospital Pharmacy Installation,
in principle, a policy can be made regarding the need for
Human Resources in the Home Pharmacy Installation that
refers to the applicable Pharmaceutical Service Standards, and

efforts are made to plan for the needs of Human Resources so
as to improve the quality of service in the Installation.
Pharmacy in accordance with Pharmaceutical Service
Standards.
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