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Kompetensi:                                                          Akademisi: 

• Apoteker FMIPA USU Medan                         Staf pengajar (UP): 

• Magister Farmasi Praktis Unair, Surabaya      - Profesi apoteker 

• Prodi S3 Ilmu Farmasi Unair, Surabaya        - Magister Bisnis Farmasi  

 

Kimia Farma Apotek (1994 – 2018): 

1994 – 2009 (Praktisi): 

• Apoteker Pendamping di KF 42 Blok–M Jakarta 

• Pj  Ka. Apotek KF No. 65 Mojokerto 

• Ka. Apotek KF No. 73 Dili Timor Timur  

• Ka. Apotek KF No. 57 Annex PBF Dili Timor Timur 

• Ka. Apotek KF No. 52 Tunjungan Surabaya 

• Ka. Apotek KF No. 52 Dukuh Kupang  Surabaya 

• Ka. Apotek KF No. 45 Raya Darmo Surabaya 

• Asisten Manager Pelayanan dan Logistik PT. Kimia Farma Apotek  

• Manager KF Health Store Menteng Huis Jakarta 

2009 – 2018 (Kantor Pusat): 

• Manager Unit Pengembangan Klinik & Apotek RS 

• Manager Unit Klinik 

• Manager Unit Quality Assurance 

• Manager Unit Quality Improvement 

• Manager Unit Risk Management, Audit & Compliance 

• Manager Unit Performance Management System & Quality Assurance 
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AGENDA 

Market Opportunity 

Peran & Tanggung 
jawab Apoteker 

Penutup 



Market 
Opportunity 

PITHISFARMA2018 Manado ------------------- 4 



Indonesia  

 Total pengeluaran untuk Healthcare di 
Indonesia baru mencapai 3.1% dari PDB 

 Melihat trend yang ada, industri healthcare di 
Indonesia masih sangat prospektif untuk 
dikembangkan 

Indonesia Health Expenditure  
(% of GDP, 2013) 

US$ 124.3 141.7 161.2 182.0 

US$ 182 
Projected Health Expenditure per Person 

/ year (2019) 

Tahun 2019 GDP masyarakat di 
Indonesia mendekati 6.000 USD… 
berdampak pada meningkatnya 

belanja obat dan biaya kesehatan 
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Indonesians Consuming Class  

by 2030 

The archipelago economy: Unleashing Indonesia's potential. Report McKinsey Global Institute September 2012.  

http://www.mckinsey.com/global-themes/asia-pacific/the-archipelago-economy 

Tahun 2030 masyarakat 
Consuming class lk 170 juta jiwa 
(GDP 3.600 USD) … berdampak 
pada daya beli, daya tawar dan 

memilih jenis pelayanan 
kesehatan berkualitas & 

komprehensif 
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Tahun 2020-2030 sektor 
kesehatan tumbuh paling pesat 

(6,2%) … berdampak pada 
pemanfaatan benefit JKN; 

perubahan gaya hidup sehat 
(preventif & promotif) 



EMIS Insights Indonesia Healthcare & 
Pharmaceuticals Sector 2016/2017 
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Diselenggarakannya JKN tahun 
2014, komposisi R/ masih lk 43% 
(peny. kronis yg dicover BPJS) … 

berdampak pada perubahan 
dari R/ service ke longterm 

health services 
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Komposisi Penduduk Indonesia 
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Piramida komposisi penduduk 
lansia & menengah atas  … 

berdampak perubahan 
pelayanan kesehatan bersifat 

personal dan berkesinambungan 



Peran & Tanggung 
Jawab Apoteker 
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3 Roles of the Community Pharmacist 

Retailer 

• Identify 

• Stimulate 

• Satisfy 
demand 

Manager 

• Efficient 

• Effective 

Professional 

Caring 

Competent 

Committed 

Community Pharmacist 

The Pharm Journal, 1998 
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Retailers: make goods and services 
available to consumers by identifying, 
stimulating and satisfying demand. 
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3 Roles of the Community Pharmacist … con’t 

Managers: use limited resources, 
efficiently and effectively, to achieve 
business, staff and client goals. 

Professional: provide valued services 
through trust, commitment and 
competence. 



Retailers 
Make goods and services available to consumers by identifying, 
stimulating and satisfying demand 

Akses, Brand Image, Services, HR 

Keunggulan bersaing Ritel 
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Role of the pharmacist in self-care and 

self-medication (WHO, 1998) 

WHO. The Role of the pharmacist in self-care and self-medication. Report of the 4th WHO consultative Group on the Role of the Pharmacist. The Hague, Ags 26-
28 1998.  
http://apps.who.int/medicinedocs/pdf/whozip32e/whozip32e.pdf 

As a quality drug supplier 
-Ensure reputation and quality of 
the source of goods 
-Ensure proper storage 

As a communicator  
-Dialogue with patient (ask-
answer) 
-Provide relevant information 
-Screening specific conditions and 
diseases 
-Interpret source of information 
-Deliver appropriate and 
responsible self-medication or 
refer for medical advice 
-Ensure confidentiality 

As a health promoter 
-Participate in health promotion 
(health issues and disease 
prevention) 
 

As a trainer and supervisor 
- train and supervise the work 
of non-pharmacist staff 
 

As a collaborator 
- develop collaborative 
relationship with other health 
professional 
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Southeast Asia’s diverse population represents untapped potential for the OTC sector.  Nicholas Hall, 2014.  
http://www.nicholashall.com/press/SEAsia_diverse_population_OTC_potential/ 

ASEAN 
Pengunaan Obat OTC pada indikasi medis 

Trend Penggunaan Obat Swamedikasi 
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OTC Area 
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Audit Apoteker (Retailer) 
(memenuhi kebutuhan & memuaskan pelanggan) 

• Lakukan Efisiensi Internal: 

• Rasio Perputaran Barang  Cepat atau Lambat 

• Marjin Keuntungan  Tinggi atau Rendah 

• Produktivitas  Penekanan Biaya & Hindari Pemborosan 

• Monitoring & Evaluasi Ratio Keuangan  

• Lakukan Efektifitas memenuhi permintaan konsumen: 

• Rentang Produk  Luas atau Sempit 

• Lokasi & Akses  Mudah & Cepat 

• Pelayanan  Sedikit atau Beragam 

• Harga  Kompetitif 

• Promosi  kemudahan dalam pelayanan 

• Kualitas Produk & Jasa  Jaminan dan Konsistensi 



Managers 

Use limited resources, efficiently and 
effectively, to achieve business, staff and 
client goals 
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People management and development 

  Management of prescribed medicines 

Management of chronic ailments 

Development of advisory role in health care 

Management of common ailments  

Promoting and supporting healthy lifestyle 

• Macro: Pharmacists contribution to consumers better health 

 Personal professional development 

 Professional audit and guidelines for practice 

 Risk Management 

 Decision Making and professional judgment 

 Dispensing Process 

 Prescription errors 

 Non prescription medicines 

• Micro: Pharmacists professional dimension 
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• Lakukan Efisiensi  Optimalisasi sumber daya 
secara ekonomis dan efektif dengan 
membandingkan input dan output: 
• Staf: Jumlah resep yang dilayani per-setiap pegawai 

• Waktu: Jumlah Penjualan per-setiap pegawai/shift 

• Ruangan: Jumlah Penjualan per-meter space 

• Lakukan Efektivitas  lakukan evaluasi terhadap: 
• pelatihan, motivasi, hubungan dengan tenaga 

kesehatan lainnya, kinerja analisa keuangan, 
tanggung jawab sosial 

• kepuasan, kepercayaan konsumen, loyalitas 

Audit Apoteker (Manajer) 
(Optimalisasi Sumber Daya untuk meningkatkan produktivitas 
& memastikan pelanggan puas)  



Professional 

Provide valued services through trust, 
commitment and competence. 
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• Ada Kompetensi yang telah teruji (kemampuan 
meng-up date) 

• Pelayanan yang diberikan spesifik, dinilai, diakui 
(otoritas) dan diterima masyarakat (altruist) 

• Mempunyai siklus kehidupan profesional 

• Ada organisasi, diakui, dinamis sebagai tempat 
pembelajaran (mengembangkan kurikulum, 
mendefenisikan peran, memperoleh dukungan 
hukum, membangun kode etik) 

Audit Apoteker (Tenaga Profesional) 
(kepercayaan pasien atas caring, bertanggung jawab & kompetensi yang tinggi)  



Current issues 
•Peningkatan jumlah masyarakat menengah atas 
(87 juta jiwa), berkemampuan daya beli, gaya hidup 
lebih praktis & bergaya marketing 4.0 (experience 
minded)  

•Menjelang UHC 2019: 
• Jumlah peserta BPJS Kesehatan (190 juta jiwa/Juli 
2018) 

• Peserta PRB (2 juta jiwa), aktif berobat masih 800 
ribu jiwa 

• Lemahnya kepatuhan pasien BPJS minum obat 
(studi lapangan puskesmas DKI, 2016) 

 

 
•Peningkatan jumlah masyarakat usia lanjut, 
berdampak pada peningkatan jumlah penderita 
peny. Kronis 
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Data mei 2017 (BPJS) PITHISFARMA2018 Manado ------------------- 26 
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Apa yang harus kita lakukan? 
 

Personality 
Behavior 

Environment 

Changes 
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Business 

Profession 
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Regulasi Pelayanan Kefarmasian 

29 

1. Standar Pelayanan Kefarmasian di Apotek 
(PMK 73/2016, Pasal 3) 
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4. PMK No. 9/2017 ttg Apotek 
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2. Pelayanan Kesehatan pada JKN 
(PMK 71/2016, Pasal 13: Hak Peserta 

Memeroleh Pelayanan Kesehatan) 
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3. Pedoman Pelaksanaan Program JKN  
(PMK No. 28/2014, Bab IV Ketentuan Umum) 
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Which Customers return to pharmacy? 
They who Feel CONNECTION to a pharmacy, based on ACCOUNTABILITY 

and TRUST 

“Important Step in building customer loyalty” 
Tabita Burcham, Ph.D., a behavioral scientist - Change Healthcare co. 
Analysis of 15 Million Consumer prescription records in US Healthcare System  
“A data-approach to customer retention: Leveraging the power of behavioral science to improve loyalty 
and outcomes” 

“Pharmacist who takes a 
moment to ask the 
customer how a drug is 
working for them and 
whether they have any 
questions about their 
medications” 
 
KEY WORD:  
INTERPERSONAL 
ENGAGEMENT 

What motivates people as pharmacy customers? 
Why do some customers remain loyal for years while others 

disappear? 



Nilai Kompetensi Apoteker 

0 5 10 Tahun setelah lulus  

Tkt pengetahuan 
optimum 

Tkt pengetahuan 
dasar 

Tdk profesional 

Kompetensi 

Pelatihan terencana 

Pelatihan tdk terencana 

Tdk pernah 
mengikuti pelatihan  

Sumber: PharmJ 2000, 264;416-417 
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Global Competency Framework (FIP, 2012) 
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Important factors in being a successful 
pharmacist 

Caring 

Knowledge of drugs and 
drug therapy 

Drug Information 
Skill 

Communication 
skill 
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3 Roles  

Retailer 

• Identify 

• Stimulate 

• Satisfy demand 

Manager 

• Efficient 

• Effective 

Professional 

Caring 

Competent 

Committed 

Community Pharmacist 
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Retailer 

• Identify 

• Stimulate 

• Satisfy demand 

Varian Barang yg sesuai kebutuhan pe;anggan 
Produktivitas SDM yg tinggi 
Penataan barang & lay out yg atraktif, 
memudahkan 
Mutu Pelayanan yg memuaskan/ekselen 
Kemudahan Akses & fleksibel 
Product knowledge pegawai yg komprehensif 
Cara Pembayaran yg simplify & alternatif 
Keunggulan/value yg unik & dibutuhkan 
Komunikasi & interaksi yg membangun 
engagement 
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Pengelola Barang yg efisien & efektif 
Pengelolaan Cash flow yg cermat 
Produktivitas SDM yg tinggi 
Adminstrasi yg mudah dan akurat 
Pelatihan yg terencana & berkesinambungan 
Berjiwa Leadership yg berpengaruh 
Sebagai Role Model bagi tim (bukan 
superman tapi supertim) 
Penuh kreativitas & adaptable thdp 
perubahan 
Berjiwa entrepreneur 

Manager 

• Efficient 

• Effective 
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Memiliki Passion berinteraksi dengan pasien 
Paham konsep Caring secara holistik 
Selalu meng-Up date kompetensi 
Menjaga trust pasien & provider kesehatan 
lain 
Mampu bekerjasama/berkolaborasi 
dengan tenaga kesehatan lain 
Sebagai Educator terhadap 
pasien/masyarakat 
Praktek mengutamakan kepentingan 
pasien/org lain (altruism) 
 

Professional 

Caring 

Competent 

Committed 



. Praktek bertanggung jawab sebagai Karakter 
profesi 

• Kompetensi yg Handal (Manajerial & 
Farmasi klinis) 

• Mampu bekerjasama/kolaborasi dgn tenaga 
Kesehatan Lain 

• Kualitas hidup pasien meningkat 
(Engagement & Empowering) 

• Adanya Recognition atas aktivitas profesi 

Orientasi Produk  Service 
  Pelanggan/Pasien 
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Apoteker yg 
sejahtera 



The role of Pharmacist has changed: 

With Interprofessional Collaboration 
making drugs to making drugs 

work better 
  

Terima kasih 

C:/Users/SS/Videos/MTM and translate.mp4

