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ABSTRAK 

 

HANISA NIM 241.180.7097 Pengaruh Harga, Kualitas Produk, dan Kualitas 

Pelayanan Terhadap Kepuasan Pelanggan Apotek Kimia Farma (Studi Kasus 

Masyarakat Kota Bogor). 

 

Apotek menjadi tempat dilaksanakannya tenaga kefarmasian memiliki peran penting 

menjadi tempat untuk memperoleh informasi tentang obat terutama di masa pandemi ini 

kebutuhan terhadap obat semakin meningkat pesat, seperti Apotek Kimia Farma Kota 

Bogor. Dibalik itu masih banyak masyarakat semakin kritis terhadap pelayanan. Hal 

tersebut dapat dilihat dari masi adanya tulisan di media atau komplain langsung kepada 

pihak apotek atas pelayanan yang kurang memuaskan. Alasan inilah yang menyebabkan 

perlunya pelayanan yang memuaskan kepada pelanggan Apotek Kimia Farma Bogor agar 

kepercayaan pelanggan semakin meningkat serta kepuasan pelanggan semakin baik pula.  

 

Tujuan penelitian ini adalah untuk mengetahui dan menganalisis Pengaruh Harga, 

Kualitas Produk, dan Kualitas Pelayanan terhadap Kepuasan Pelanggan Apotek Kimia 

Farma (Studi Kasus Masyarakat Kota Bogor). Jenis penelitian adalah penelitian kuantitatif 

dengan metode penelitian berupa pengumpulan data menggunakan kuesioner. Model 

analisis data yang digunakan adalah analisis regresi linier berganda. Pemilihan sampel 

dilakukan dengan cara purposive sampling. Adapun sampel tersebut berjumlah 100 

responden, dengan menggunakan analisis regresi linier berganda. 

Hasil uji regresi menunjukkan bahwa 45,30% faktor-faktor kepuasan pelanggan Apotek 

Kimia Farma Bogor sedangkan sisanya 54,70% dijelaskan oleh faktor lain yang tidak 

diteliti dalam penelitian ini. Sedangkan Uji F menunjukkan bahwa variabel independen 

yang terdiri dari harga, kualitas produk, dan kualitas pelayanan secara simultan 

berpengaruh signifikan terhadap kepuasan pelanggan Apotek Kimia Farma Bogor dengan 

hasil analisis Fhitung = (28,371) > Ftabel = (2,700). Hasil Uji t menunjukkan variabel harga 

hasil analisis thitung (2,725), kualitas pelayanan (4,972) dimana ttabel (1,985) maka secara 

parsial variabel tersebut berpengaruh secara signifikan terhadap kepuasan pelanggan 

sedangkan variabel kualitas produk menunjukkan hasil thitung (0,917) dimana ttabel (1,985) 

maka secara parsial variabel tersebut tidak berpengaruh secara signifikan terhadap 

kepuasan pelanggan Apotek Kimia Farma Bogor. Bisa dijelaskan bahwa variabel yang 

dominan mempengaruhi kepuasan pelanggan Apotek Kimia Farma Bogor adalah kualitas 

pelayanan.  

 

Kata kunci: harga, kualitas produk, kualitas pelayanan, kepuasan pelanggan. 
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ABSTRACT  

HANISA. NIM 2411807097. The Effect of Price, Product Quality, and Service Quality 

on Customer Satisfaction at Kimia Farma Pharmacy (Case Study of Bogor City 

Community).  

  

 

Pharmacies as a place for pharmacy staff to have an important role as a place to obtain 

information about drugs, especially during this pandemic, the need for drugs is increasing 

rapidly, such as the Kimia Farma Pharmacy in Bogor City. Behind it, there are still many 

people who are increasingly critical of services. This can be seen from the fact that there 

are writings in the media or direct complaints to the pharmacy for unsatisfactory services. 

This reason causes the need for satisfactory service to the customers of Kimia Farma 

Bogor Pharmacy so that customer trust will increase and customer satisfaction will also 

get better.  

The purpose of this study was to determine and analyze the effect of price, product quality, 

and service quality on customer satisfaction at Kimia Farma Pharmacy (Case Study of 

the People of Bogor City). The type of research used is quantitative research with research 

methods in the form of data collection using questionnaires. The data analysis model used 

is multiple linear regression analysis. Sample selection was done by purposive sampling. 

The sample is 100 respondents, using multiple linear regression analysis.  

The results of the regression test showed that 45.30% of the factors of customer 

satisfaction at Kimia Farma Bogor Pharmacy while the remaining 54.70% were explained 

by other factors not examined in this study. While the F test shows that the independent 

variables consisting of price, product quality, and service quality simultaneously have a 

significant effect on customer satisfaction at Kimia Farma Bogor Pharmacy with the 

results of the analysis Farithmetic = (28.371) > Ftable = (2.700). analysiscount (2.725), service 

quality (4.972) where ttable (1.985) then partially these variables have a significant effect 

on customer satisfaction while the product quality variable shows the results of tcount 

(0.917) where ttable (1,985) then partially these variables have no significant effect on 

customer satisfaction Kimia Farma Bogor Pharmacy. It can be explained that the most 

dominant variable affecting customer satisfaction at Kimia Farma Bogor Pharmacy is 

service quality.  

 

Keywords: price, product quality, service quality, customer satisfaction. 
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