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INTISARI

Agustia, Nadia Nur Aftin., Prabandari, Sari., Santoso, Joko., 2025, Analisis
Kepuasan Konsumen Terhadap Pelayanan Swamedikasi Di Apotek Prima
Tegal.

Banyaknya apotek sebagai salah satu sarana pelayanan kesehatan di sekitar kita
memberikan kemudahan untuk memilih apotek mana yang memberikan pelayanan
yang berkualitas, tersedianya pelayanan yang berkualitas akan mendatangkan
kepuasan bagi konsumen, kepuasan konsumen didapat jika pengalamannya
terhadap suatu pelayanan sebanding atau melebihi harapan. Salah satu pelayanan
kesehatan yang banyak terjadi di apotek adalah swamedikasi.

Penelitian ini bertujuan untuk mengetahui tingkat kepuasan konsumen terhadap
pelayanan swamedikasi di Apotek Prima Tegal. Penelitian ini merupakan penelitian
deskriptif dengan menggunakan metode survei. Teknik pengambilan sampel pada
penelitian ini menggunakan teknik purposive sampling. Sampel pada penelitian ini
berjumlah 70 responden. Tingkat kepuasan konsumen diukur berdasarkan 5
dimensi yaitu kehandalan (reliability), ketanggapan (responsible), jaminan
(assurance), empati (empaty), dan bukti langsung (tangible).

Hasil penelitian ini diperoleh rata-rata kepuasan konsumen sebesar 88,65% (sangat
puas) dengan persentase kehandalan (reliability) sebesar 88,14%, ketanggapan
(responsible) sebesar 87,85%, jaminan (assurance) sebesar 89,28%, empati
(empaty) sebesar 89,71%, dan bukti langsung (tangible) sebesar 88,28%. Hal ini
menunjukan kepuasan konsumen terhadap pelayanan swamedikasi di Apotek Prima
Tegal merasa sangat puas.

Kata kunci: Apotek, Kepuasan, Pelayanan, Swamedikasi
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ABSTRACT

Agustia, Nadia Nur aftin., Prabandari, Sari., Santoso, Joko., 2025, Analysis of
Consumer Satisfaction with Swamedication Services at Prima Tegal Pharmacy.

The number of pharmacies as one of the health care facilities around us makes it
easy to choose which pharmacies provide quality services, the availability of quality
services will bring satisfaction to consumers, consumer satisfaction is obtained if
the experience of a service is comparable or exceeds expectations. One of the many
health services that occur in pharmacies is self-medication.

This study aims to determine the level of consumer satisfaction with self-medication
services at Prima Tegal Pharmacy. This research is a descriptive study using the
survey method. The sampling technique in this study used purposive sampling
technique. The sample in this study amounted to 70 respondents. The level of
customer satisfaction is measured based on 5 dimensions, namely reliability,
responsible, assurance, empathy, and tangible.

The results of this study obtained an average customer satisfaction of 88.65% (very
satisfied) with the percentage of reliability of 88.14%, responsible of 87.85%,
assurance of 89.28%, empathy of 89.71%, and tangible of 88.28%. This shows that
consumer satisfaction with self-medication services at Prima Tegal Pharmacy is
very satisfied.

Keywords: Pharmacy, Satisfaction, Service, Self-medication
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