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Abstract:- Implementation of pharmaceutical services by applicable standards strongly supports the role of
pharmacists in realizing quality pharmacy services, so that the pharmacist is required to build professional
expectations in value based on competence and communication skills. The study aims to analyze the professional
perceptions of patients and pharmacists towards pharmacy services in pharmacies. This research is cross-sectional
and descriptive with a quantitative approach. A total of 155 pharmacists and 610 patients from 7 Indonesian
provinces responded. The method of data analysis is performed descriptively to look at the characteristics and
perceptions of respondents regarding competence and communication skills using univariate analysis with SPSS,
as further described in the narrative. The results show that as much as 95% of pharmacists already have good
competence, and 94% have good communication skills. The patient's perception of the pharmacist's competency
and communication skills is good, respectively (94% and 90%). The conclusion suggests that the professional
expectations of patients and pharmacists in pharmacy services are good, but the communication skills of the

pharmacist need to be improved further.
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1. Introduction

A pharmacy is a place of pharmacy service for pharmacists to practice their profession. Nowadays, pharmaceutical
services are not only product-oriented but also patient-oriented. The public is beginning to realize the important
role of pharmacists in pharmacies, as evidenced by the increasing interaction of drug-related discussions,
pharmaco-socio-economics, and swamedicine. The government, through the Minister of Health, has prepared the
Standard of Pharmaceutical Services in accordance with the Ministry of Health (PMK) Regulation No. 73 of 2016
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as a guideline for pharmacists in helping the public solve problems related to health and treatment. It can improve

the quality of life of patients through counseling, education, or information (CEl).

In the field of health, communication is crucial to the safety of patients. Communication is the social process of
transferring information and understanding to others. The pharmacist's ability to communicate with the patient is
one of the factors that will create the pharmacist's relationship with the patient. Pharmacists are being charged to
be able to provide the KIE that the patient or family of the patient needs to provide solutions to their treatment
problems. Professional communication is required by the pharmacist in order to guarantee a more effective patient
relationship when providing health care. Quality communication has been proven to have a positive impact on

patient health outcomes.

Patients who are subject to pharmaceutical services should be protected as consumers. In the era of rapidly
evolving information technology, the demands and desires of the public are increasingly diverse, increasing the
demand for the competence of pharmacists in pharmaceutical services, especially in pharmacies. Therefore, the
knowledge, skills, and interaction of the pharmacist with society become crucial. The interaction of a pharmacist

with the public can indicate the quality of the pharmaceutical service in the pharmacy.

Good health care is an effort that gives satisfaction as a subjective public statement and produces results as an

objective proof of the quality of service received by the community.

Patient perceptions can be influenced by socio-economic circumstances, time, influence from family or friends,
or the level of knowledge in society. This perception is also an important factor for pharmacists to help in
developing their role in pharmaceutical services and capital to improve the quality of services. Trust will give rise
to a perception of expertise or reliability seen from a consumer's point of view based on their experience. Different
patient characteristics will lead to differences in perception and judgment of pharmacist services that affect

different levels of satisfaction.

2. Objectives

To know the perception of the professional expectations of the pharmacist toward the pharmaceutical service

in the pharmacy

To learn the perceptions of the patient's professional expectations toward the pharmacy service in the pharmacy

3. Methods

This study is an observational-descriptive study with a cross-sectional design. Patient respondents also get
questionnaires with the same coverage. The study was conducted from August 2022 through November 2022.
The ethical approval has been issued by the Health Research Ethics Committee of the Airlangga University
Faculty of Pharmacy under number 1/1.E.2022.

Population dan sample

The pharmacy criteria that will be the population in this study are pharmacies that have pharmacists who practice
during the opening hours of the pharmacy, provide pharmaceutical services to patients, and are not in the hospital
environment. The patient criterion that will be the population is the patient who comes to the pharmacy to obtain

pharmaceutical services and is willing to be a respondent to the study. The samples in this study were pharmacists
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who practiced the profession in pharmacies and patients who came to the pharmacies in seven selected provinces-
sampling using the non-probability sampling method. The study was conducted by observing the pharmacist and

the patient who was visiting the drugstore.
Instrument

The tool used is a questionnaire developed by researchers based on a library review and discussions, then
validated. The questionnaire is divided into two categories: the questionnaires of the pharmacist respondents and
the questionnaires of the patient respondents. The questionnaire of the pharmacist respondents covers the

characteristics of pharmacists and the dimensions of image pharmacist, that is, communication skills.

Analysis Data

The method of data analysis is performed descriptively to look at the characteristics and perceptions of
respondents with competence and communication skills using univariate analysis with SPSS, as further described

in the narrative.
4. Results
Descriptive Analysis of Respondent Characteristics

A total of 155 pharmacist respondents and 610 patient respondents met the inclusion criteria. The results of the
study obtained data on socio-demographic characteristics of patients such as age, gender, level of education,
employment, illness suffered, and frequency of visits to the pharmacy. Data characteristics of the respondent

pharmacist, such as age, gender, last education, year of graduation, long practice, location, and ownership of the

pharmacy.
Table 1. Respondent Characteristics
No Categorize Amount Percentage (%)
Men 51 32,90
1 Gender
Women 104 67,10
21-30 75 48,39
31-40 64 41,29
2 Age
41-50 12 7,74
>50 4 2,58
Bachelor-Apothecary 135 87,10
3 Last Education
Master 20 12,90
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<2000 2 1,29
4 Year of Graduation >2010 108 69,68
2000-2010 45 29,03
<1 23 14,84
>10 29 18,71
5 Long practice (Years)
1-5 66 42,58
6-10 37 23,87
One’s owner 96 61,94
6 Pharmacy Ownership Joint ownership 10 6,45
PSA 49 31,61
Central Java 29 18,71
East Java 31 20,00
South Kalimantan 27 17,42
7 Pharmacy Location Lampung 20 12,90
Sulawesi Tengah 21 13,55
Riau 11 7,10
D.l Yogyakarta 16 10,32

Descriptive Analysis Professional Expectation Pharmacist

Professional expectations are measured using a questionnaire with variable dimensions of communication skills,
and competence. Answers to questions are categorized using a Likert scale of 1-5, that is, never, rarely,
sometimes, often, and always. The measurement scale used to measure professional expectations is a categorical
scale that is an ordinal scale with 3 categories, namely good (3,6-5), sufficient (2,3—<3,6), and less (<2,3). Results
of research on the picture of the professionalism and decency of pharmacists in providing pharmaceutical services

in pharmacy with the variable dimensions of competence and communication skills.

Table 2. Professional Expectations Apothecary

Result
Indicator

Good (%)  Enough (%)  Less (%)

Professional Expectation Competence 95 5 0
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Ability to communicate 94 5 21

Based on table 2 shows the result of the dimension of professional expectations that the variable competence,
obtaining the value of the category well 95% and enough as much as 5%. As a result, variable communication

skills have a value of 94% in the category well, 5% in the category enough, and 1% in the category less.
Descriptive analysis of patient perceptions of Professional Expectations of pharmacy services in pharmacies

The patient as the object of pharmaceutical service requires a pharmacist who is a professional who has
competence, is skilled in non-communication, and also has good decency shown in doing pharmacy work in the
pharmacy. Measurement of the quality of pharmacy service by the pharmacists in the pharmacy using a
questionnaire with two dimensions, one of which is the competence of communication skills. Responses to items
are categorized using a Likert scale of 1 to 5, i.e., never, rarely, sometimes, often, and always. The measurement
scale used to measure professional expectations is a categorical scale that is an ordinal scale with 3 categories,
namely good (3,6-5), sufficient (2,3—<3,6), and less (<2,3).

Table 3. Professional Expectations Patient

Result
Indicator Enough
Good (%) Less (%)
(%)
Competence 94 5 1
Professional Expectation
Ability to communicate 90 8 2

Based on Table 3, the results were obtained that patients have a good perception of the competence variable (94%),
sufficient (5%), and less (1%). On the communication skills variable, the patient has good perceptions (90%),
enough (8%), and less (2%).

5. Discussion

This study obtained an overview of the condition of the pharmacist in carrying out pharmaceutical services and
patient perceptions of pharmacy services in pharmacies. This study obtained an overview of the condition of the

pharmacist in carrying out pharmaceutical services and patient perceptions of pharmacy services in pharmacies.

The patient's perception of competence and communication ability that is part of the professional expectations
shows that the variables competence and communication skills more than 90% fall into the category of good,
which means that the patient considers that the aspect of competency and communication skills by the pharmacist
is already running well. Based on the pattern of perception between the pharmacist and the patient towards both

variables, image pharmacists showed the trend that competence and communication skills, which are the variables
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in professional expectations, fall into the category both on the overall judgment by the pharmacist and over 90%
by the patient.

When comparing the results obtained for the patient's perception of pharmaceutical services in Tables 3 and 4, the
perception values are not much different. This indicates that the perceptions of the patient and the pharmacist's

perceptions in evaluating the pharmacy services provided by pharmacists can be said to be parallel.

Research by Tootelian et al. (2005) states that despite patients' understanding of the roles and responsibilities of
pharmacists, they still have a good perception of the pharmaceutical services provided by the pharmacist to them.
However, when looking at the results of Aryani's study (2022), people or patients who are not aware of the role
of the pharmacist as the provider of information about the drug as a therapeutic goal may be at increased risk of
medication error. With the explanation of the matter, it is necessary to analyze further whether the patient's
perception of the pharmaceutical service provided by the pharmacist can be the only thing to state that the

pharmacy service has achieved its purpose and benefits and is judged well by the established standard of service.

A healthcare professional's competence is part of professionalism, so it's an absolute must. (Matveevskii et al.,
2012). If a pharmacist has considered himself competent, then this is a positive thing for the pharmacy profession
in Indonesia. Communication skills variables are one of the challenges for most pharmacists. (Fajarini & Ludin,
2020; Lutfiyati, Yuliastuti, & Dianita, 2016; Rahmawati, Rahem, & Aditama, 2022). Optimal continuing
professional development is one of the efforts to improve the ability of the pharmacist, which will affect the
communication skills of good pharmacists. The ability of the pharmacist to communicate plays an important role
in the success of the treatment or therapy effort. In addition, it will also increase the confidence of the patient so
that it can improve the quality of public health in general.

This perception of professional expectations is shown by patients at the time of the questionnaire filling session,
who express comfort and satisfaction with the pharmaceutical services provided by the pharmacy where the
pharmacist practices. Good communication and sufficient competence can be demonstrated by showing empathy
for the patient's health condition and also being able to provide solutions to drug therapy-related problems.

Information and education are also well given to patients.
Conclusion

Pharmacists have carried out their professionalism well on the dimensions of competence and communication
skills; however, they must always be developed along with the demands of increasingly rapid science and
technology. Pharmacists must always be up-to-date so that they can serve patients well and contribute to

improving the quality of Indonesian public health.
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