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Introduction

Abstract: Efficient pharmaceutical services are essential in hospitals to ensure patient
satisfaction and improve healthcare outcomes. Prescription waiting time, both
compounded and non-compounded, is a critical indicator of pharmacy service quality.
This study aimed to analyze the relationship between prescription waiting times and
patient satisfaction at the outpatient pharmacy of RSUD Awet Muda Narmada. Using
a correlational analytic design with a cross-sectional approach, 100 patients were
selected through accidental sampling. Data were collected via questionnaires and
direct time measurements, then analyzed with Chi-Square tests. Results revealed that
80% of respondents were very satisfied with services received, and 95% experienced
acceptable waiting times. The average waiting time was 41.7 minutes for compounded
prescriptions and 12.3 minutes for non-compounded prescriptions. Statistical analysis
showed a significant relationship (p=0.000) between waiting time and patient
satisfaction. These findings suggest that efficient waiting time management
significantly influences satisfaction levels. Therefore, optimizing pharmacy workflow,
increasing human resources, and adopting technology-based systems may further
enhance service quality and patient experiences.

Keywords: Waiting time; Patient satisfaction; Prescription services; Compounded
prescriptions; Pharmacy installation.

dissatisfaction, and negative evaluations of hospital
performance (Bottacin et al., 2025).

Pharmaceutical services are an essential component
of hospital healthcare systems and play a crucial role in
ensuring optimal patient outcomes. These services
encompass not only the availability of medications but
also the effectiveness and efficiency of drug dispensing
and distribution processes (Gentilini et al., 2025;
Zimonji¢ et al., 2025). The quality of pharmaceutical
services significantly influences overall healthcare
delivery within hospital settings. One of the most critical
indicators of pharmacy service quality is prescription
waiting time (Al-Naabi et al., 2025; Cabezas et al., 2025).
Waiting time directly affects patient perceptions,
experiences, and satisfaction with healthcare services.
Prolonged waiting times often lead to frustration,

How to Cite:

Prescription waiting time is defined as the duration
from the receipt of a prescription by the pharmacy until
the medication is dispensed to the patient(Bandiera et
al., 2025; Rotta et al., 2025). This time interval reflects the
efficiency of pharmacy workflow and service
management. In practice, prescription processing time
varies depending on the type of prescription (Dian
Nurmawati et al.,, 2025). Compounded prescriptions
generally require more time to prepare due to the
complexity of formulation and additional handling
procedures. In contrast, non-compounded prescriptions
involve fewer preparation steps and are typically
processed more quickly (Backes et al., 2025; Sun et al,,
2025).
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According to the Indonesian Ministry of Health, the
maximum standard waiting time is less than 30 minutes
for non-compounded prescriptions and less than 60
minutes for compounded prescriptions (Alshagrawi &
Albaqami, 2026; Khuc et al., 2026). These standards are
established to ensure timely access to medications for
patients. Adherence to these standards is considered an
important benchmark for evaluating pharmacy service
performance (Palendeng et al., 2025; Supriyanto et al.,
2025). Several studies have reported that compliance
with waiting time standards is associated with higher
levels of patient satisfaction. Therefore, monitoring
prescription waiting time is essential for maintaining
service quality (Gilchrist et al., 2025; Sembiring et al.,
2025). Patient satisfaction is widely recognized as a key
indicator of healthcare quality and service effectiveness
(Syafhan et al., 2025). Satisfied patients are more likely
to trust healthcare providers and adhere to prescribed
treatments (Kurniasih et al., 2025; Yulia et al., 2025).
Conversely, dissatisfaction may reduce patient
confidence in healthcare services.

Numerous studies have consistently shown that
long waiting times negatively influence patient
satisfaction. Delays in pharmacy services can
overshadow other positive aspects of healthcare
delivery. (Kurniasih et al., 2025) reported a significant
relationship between shorter waiting times and
increased patient satisfaction levels. This finding
highlights the importance of efficient time management
in outpatient pharmacy operations (Fatimah & Nurfikri,
2025).

Previous research also indicates that compounded
prescriptions require additional preparation steps,
resulting in longer waiting times compared to non-
compounded prescriptions. Besides prescription type,
other factors such as staff availability, workload, queue
management systems, and drug stock availability can
significantly affect waiting time(Fatimah & Nurfikri,
2025). Hospitals with high outpatient volumes often face
greater challenges in managing pharmacy services
efficiently. RSUD Awet Muda Narmada serves a large
number of outpatients on a daily basis. Consequently,
maintaining optimal prescription waiting times remains
a critical concern. Therefore, this study aims to
investigate the relationship between prescription
waiting time and patient satisfaction in the outpatient
pharmacy of RSUD Awet Muda Narmada.

Method

This research employed a correlational analytic
design with a cross-sectional approach (Zhang et al,,
2026). The study was conducted at the Outpatient
Pharmacy Installation of RSUD Awet Muda Narmada in
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June 2025. Participants/Sample: The population
consisted of 2,458 outpatient prescription users in March
2025. Using Slovin's formula with a 10% margin of error,
100 respondents were selected via accidental sampling.
Inclusion  criteria  included patients receiving
compounded or non-compounded prescriptions and
consenting to participate (Adachi et al., 2026; Xie et al.,
2026).

Instruments Data Collection Employed

1. A stopwatch to measure prescription waiting
times.

2. A validated questionnaire assessing patient
satisfaction based on dimensions of reliability,
responsiveness, empathy, and
tangibility.

Data Collection and Analysis: Waiting times were
measured directly, and satisfaction scores were collected
via structured questionnaires. Data were processed
using editing, coding, entry, and cleaning procedures
before statistical analysis with Chi-Square tests (p<0.05
considered significant) (Duan et al., 2026; Li et al., 2026).

assurance,

Result and Discussion

Respondent Characteristics

Most respondents (88%) were adults aged 19-59
years, while 10% were elderly and 2% adolescents.
Female patients were more frequent prescription users
than males (Duong et al., 2026; El-Osta & Bagkeris, 2026).

Waiting Time

The majority of patients (95%) experienced
acceptable waiting times, averaging 41.7 minutes for
compounded prescriptions and 12.3 minutes for non-
compounded prescriptions. These values fall within the
Ministry of Health standards (<60 minutes and <30
minutes, respectively) (Aini et al., 2024).

Satisfaction Levels

A total of 80% of respondents reported very high
satisfaction with pharmacy services, while 20%
expressed moderate satisfaction. This high level of
satisfaction suggests that most respondents perceived
the pharmacy services as meeting or exceeding their
expectations(Ozdemir & Kaplan, 2025; Santillan-Garcia
etal., 2025).

Service efficiency, accuracy, and the
professionalism of pharmacy staff likely contributed to
these positive evaluations. Overall, the findings indicate
that pharmacy services were rated from good to
excellent by the respondents(Vadilla et al., 2025; Zheng
etal., 2025).
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Relationship Between Waiting Time and Satisfaction

Chi-Square analysis revealed a significant
association (p=0.000) between prescription waiting time
and satisfaction levels, confirming that shorter waiting
times corresponded to higher satisfaction (Debebe et al.,
2025; Giil et al., 2023; Khatun & Habibb, 2025).

Table 1. Waiting Time and Patient Satisfaction

Relationship
Prescription Average Waiting  Satisfaction Level
Type Time (%)
Compounded 41.7 minutes  78% very satisfied
Non- 12.3 minutes  82% very satisfied
compounded

Source: Primary Data (2025)

These findings align with prior studies, such as
(Norsaputera et al., 2025; Ozdemir & Kaplan, 2025),
which reported significant correlations between waiting
times and satisfaction levels in various Indonesian
hospitals. Factors contributing to prolonged waiting
include limited staff, inefficient queuing systems, and
prescription complexity(Debebe et al., 2025; Giil et al,,
2023; Khatun & Habibb, 2025). This indicates that
optimizing human resources and adopting technological
solutions like electronic prescribing may further reduce
delays (Debebe et al., 2025).

Conclusion

This study demonstrates a significant positive
relationship between prescription waiting time and
patient satisfaction at RSUD Awet Muda Narmada. Both
compounded and non-compounded prescriptions met
national waiting time standards, with high levels of
patient satisfaction observed. Enhancing pharmacy
efficiency through workforce optimization, better queue
management, and technology integration may further
improve patient experiences. These findings highlight
the importance of timely pharmaceutical services in
shaping overall patient perceptions of healthcare
quality. Shorter waiting times not only reduce patient
discomfort but also contribute to increased trust in
healthcare providers.

The consistency in meeting national standards
indicates effective management within the outpatient
pharmacy unit. However, continuous monitoring and
evaluation are necessary to maintain and further
improve service quality. Implementing digital queue
systems and automated dispensing technologies could
significantly streamline service processes. Additionally,
staff training and capacity building play a crucial role in
sustaining high performance levels. Future studies may
explore other factors influencing patient satisfaction,
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such as communication and service

environment.
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