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ABSTRACT

The implementation of counseling services by Pharmacists in Private Pharmacy in Padang has not run
optimally. The purpose of the study was to analyze the implementation of counseling services by pharmacists
in private pharmacies in the Padang in 2019. Type of qualitative research with a systems approach, as many
as 12 research informants, purposive sampling informant determination techniques. Data collection method
by in-depth interviews, observation, and document review. Data analysis was performed with content
analysis. Data processing used triangulation of sources and methods. Based on the results of research, the
implementation of counseling services in Private Pharmacy in Padang, has not referred to the Regulation of
the Minister of Health Number 73 of 2016. The number of human resources is sufficient, funds sourced from
the personal funds of the pharmacy owner, facilities and infrastructure are not yet sufficient, Standard
Operational Procedure for pharmacy services at the pharmacy is not yet available. Policy socialization has
been done through seminars and workshops, special training for counseling services has never been done,
pharmacist practice services have not been paid according to the standards of professional organizations,
coaching and supervision are still lacking. The implementation of counseling services in Private Pharmacy in
Padang has not run optimally. The main obstacle is Pharmacists are not yet fully available in pharmacies,
there is no counseling room, training is rarely done, and there is still a lack of guidance and supervision
conducted by stakeholders. It is expected that an innovation based on information technology in accordance
with the Industrial Revolution 4.0.
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Pharmaceutical care or pharmacy service is a pattern of
pharmacy service that is patient-oriented.

1. INTRODUCTION

Health is a human right and one of the elements of well-being

that must be realized in accordance with the ideals of the
Indonesian people. The Health Law states that pharmaceutical
practices must be carried out by health workers who have
expertise and authority. Pharmacists are health workers who
have the authority to do pharmaceutical work.

The role of the pharmacist is required to increase
knowledge, skills and behavior in order to carry out direct
interactions with patients. The forms of interaction include
the provision of drug information, counseling, and
monitoring of drug use to patients. One way pharmacists
can promote good health is by counseling patients

In line with the laws and regulations and the development of
science and technology and the demands of patients and the
community for improving the quality of pharmaceutical
services, requires a change from the old paradigm oriented
to the product into a new patient-oriented paradigm. This
paradigm change is known as pharmaceutical care.

The number of private pharmacies in the city of Padang is
200 pharmacies. Based on the initial survey conducted in 35
private pharmacies in the city of Padang, it was found that
the frequency of attendance of pharmacists and pharmacy
services at pharmacies is still categorized as less because
most of the pharmacists managing pharmacies who come
once a week namely as many as 16 pharmacies (45.71%),
pharmacists managing pharmacies who come 2 times a
week namely as many as 10 pharmacies (28.57%),
pharmacists managing pharmacies that come once a month
that is as many as 6 pharmacies (17.14%), pharmacists
managing Pharmacy that comes every day is as many as 3
pharmacies (8.57%). Most of the personnel doing pharmacy
work at the Pharmacy are Assistant Pharmacists and Non
Pharmacists, according to Government Regulation Number
51 Year 2009 confirms that pharmacy work at pharmacies is
carried out by pharmacists. In article 22 paragraph 2 Health
Ministry Policy No. 1332 of 2002 states that
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pharmacist assistants carry out pharmacy work in
pharmacies under the supervision of pharmacists.

For this reason, there is an innovation that can provide
convenience for both pharmacists and patients in providing
counseling and information to patients. In line with the birth
of the 4.0 industrial revolution and the increasing use of
digital technology and rapidly developing information
technology, an innovation is needed.

2. METHOD

This type of research is a qualitative research with a
descriptive approach. Descriptive method with in-depth
interviews with 12 informants and field observations. The
location of this research was conducted in 4 private
pharmacies and 1 state-owned pharmacy in Padang City.
The selection of this research location is based on the
pharmacy that has a doctor's practice, the pharmacy whose
owner is a pharmacist, the pharmacist whose pharmacist is
present but does not provide counseling, the pharmacy
whose pharmacy is present once a week.

3. RESULTS AND DISCUSSION

Inputs

Policy

There is already a policy from the Ministry of Health and
professional organizations in realizing the implementation
of counseling services by pharmacists in Padang's private
pharmacy. Policies in the form of Peraturan Daerah/
Peraturan Walikota or Leader Regulation do not yet exist
are still being planned by the City Health Office. The city
of Padang uses the Regulation of the Minister of Health of
the Republic of Indonesia Number 73 Year 2016
concerning Pharmaceutical Service Standards in Pharmacy
which is used as a guideline for pharmaceutical personnel
in carrying out pharmacy services in pharmacies. This
policy has been disseminated to pharmacy workers in the
form of seminars and workshops by the City / Provincial
Health Office together with professional organizations.
Policies in pharmaceutical services are sufficient to support
the implementation of counseling services by pharmacists
in private pharmacies. However, its implementation in the
field has not yet proceeded because of the still weak
supervision and guidance from the City / Provincial Health
Office and professional organizations.

Human Resources

The number of pharmacy workers in a private pharmacy in
Padang City is 1 (one) pharmacist in charge and for
pharmaceutical technical staff there are 1 to 3 people,
depending on the size of the pharmacy. That personnel in
the implementation of counseling services in private
pharmacies in the city of Padang are sufficient. Personnel
involved in the implementation of counseling services in
private pharmacies in the city of Padang are pharmacists
who can be assisted by pharmaceutical technical personnel.
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Fund

Funds to support the implementation of counseling services
by pharmacists in private pharmacies in the city of Padang
do not yet exist. There is no funding for the implementation
of counseling services by pharmacists in private pharmacies
in Kota Padang. If viewed in terms of the direction of the
use of the budget in pharmaceutical services, the budget
made by the owner of the pharmacy is more towards
pharmaceutical preparations in pharmacies and for practical
services. Financing or budget is an important instrument in
the management of a program because it is part of the
management function. Therefore, funds are a very
important component for achieving goals because
everything must be rationally calculated.

Facilities

Availability of facilities and infrastructure in the
implementation of counseling services by pharmacists in
private pharmacies is still inadequate as there is no
counseling room / counseling table. The availability of
facilities and infrastructure in private pharmacies in the city
of Padang has not been sufficient to support the
implementation of counseling services by pharmacists in
private pharmacies in Padang City as there is no room /
specific place for counseling.

Standard Operating Procedures

Pharmacists in private pharmacies in the city of Padang do
not have Standard Operating Procedures (SOPs) in
conducting counseling services at pharmacies. Private
pharmacies in the city of Padang do not yet have standard
operating procedures (SOP) in conducting counseling
services at private pharmacies in the city of Padang.
Guidelines, or technical guidelines, or SOPs affect the
performance of officers. This is consistent with Yayan's
(2017) study which states that the work environment and
standard operating procedures have a positive effect on
productivity, the work environment and standard operating
procedures simultaneously affect employee productivity.

Process

Socialization

The socialization on pharmaceutical regulations has been
carried out by the Provincial / City Health Office, BPOM,
and professional organizations in the form of seminars and
workshops. Socialization is a very important aspect in the
entire policy process. Policies that have been made will be
useful if socialized. Based on the results of the study note
that the Minister of Health Republic Indonesia Number 73
on 2016 year about pharmacy service standards at the
pharmacy has been socialized but the pharmaceutical staff
do not know about this regulation.

Training

Training on the implementation of counseling services by
pharmacists in private pharmacies in the city of Padang has
never been done by the City / Provincial Health Office and
professional organizations. One of the activities carried out
by the Regional Management of the West Sumatra
Indonesian Pharmacist Association is the Pharmacist
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Professional Competency Certification (SKPA) on 27-28
April 2013 at the Premier Basko Hotel, where this activity
is filled with training and competency tests on the topic of
hypertension. Training is carried out irregularly or
erratically, training is usually done more often by
professional organizations.

Practice Services

Pharmacist practice services are not paid according to the
agreement written on the notarial deed between the owner
of the pharmacy facility and the pharmacist. So this is one
of the factors in the absence of pharmacists at the pharmacy
when the pharmacy is open. In the standard professional
pharmacist organization pharmacist practice services must
be paid at least 2.5 to 3 million per month by coming to
work for 5 working days at least 4 hours a day practice.

Supervision

Guidance and supervision in the application of counseling
services in private pharmacies has never been done. New
guidance and supervision is carried out on the management
of pharmaceutical preparations and pharmacy permits.
Guidance and supervision are carried out by the City /
Provincial Health Office, and professional organizations.
Particularly related to the supervision of pharmaceutical
preparations in the management of pharmaceutical
preparations is also carried out by the Head of BPOM in
accordance with their respective duties and functions.
Supervision and guidance has not been done routinely /
periodically.

Outputs

The implementation of counseling services in private
pharmacies in the city of Padang has not run optimally there
are several obstacles namely there is no counseling room,
the absence of pharmacists in pharmacies, pharmacist
practice services that are not in accordance with
professional organization standards, the absence of standard
operating procedures (SOP) in the field of counseling
services , lack of training and the still weak guidance and
supervision in the implementation of counseling services.

4. CONCLUSION
Elements of Input

The policy that becomes a reference in the implementation
of counseling services at the Pharmacy, namely the
Republic of Indonesia Ministerial Regulation Number 73 of
2016 has been socialized to pharmacy staff, but not all
pharmacy staff are aware of the regulations. Availability of
human resources in the implementation of counseling
services in private pharmacies in the city of Padang is
sufficient. Availability of funds for the implementation of
counseling services in private pharmacies in the city of
Padang does not yet exist. Facilities and infrastructure in
private pharmacies are not sufficient as there is no
counseling room / counseling table. The narrow pharmacy
location and low pharmacy income are the main factors of
the lack of facilities and infrastructure in the pharmacy. In
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conducting  counseling  services at  pharmacies,
pharmaceutical staff do not yet have Standard Operating
Procedures (SOP).

Element of Process

Socialization of pharmaceutical regulations has been
carried out by the Provision / City Health Office, BPOM,
and professional organizations in the form of seminars and
workshops. Training on the implementation of counseling
services by pharmacists in private pharmacies in Padang
City has never been done. Pharmacist practice services are
not paid according to the standards of the professional
organization or notarial deed of agreement between the
owner of the pharmacy facility and the pharmacist.
Development and supervision of the implementation of
counseling services has never been done by the City /
Provincial Health Office and professional organizations.

Element of Outputs

The implementation of counseling services in private
pharmacies in Padang City is still not running optimally.
Implementation of counseling services by pharmacists in
private pharmacies in the city of Padang has not been
carried out in accordance with Peraturan Menteri Kesehatan
(Ministry of Health Regulation) Republic Indonesia
Number 73 of 2016 concerning pharmacy service standards
at pharmacies. The main obstacles that become obstacles
are the absence of pharmacists at the pharmacy, there is no
counseling room / place, there is no training on counseling
services, pharmacist practice services that are not in
accordance with professional organization standards, and
the weak guidance and supervision carried out by the City /
Provincial Health Office and professional organizations in
the implementation of counseling services by pharmacists
in private pharmacies in the city of Padang.
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