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Pengaruh Kualitas Pelayanan Swamedikasi terhadap Tingkat Kepuasan Konsumen
di Apotek Kecamatan Tenggarong
Rini Yolanda?, Deasy Nur Chairin Hanifa?
Mahasiswa Program Studi S1 Farmasi Fakultas Farmasi Universitas Muhammadiyah
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*Kontak Email: riniyolandaa@gmail.com, dnc332@umkt.ac.id

INTISARI
Latar Belakang: Apotek merupakan suatu tempat dilaksanakannya pekerjaan
kefarmasian dan pendistribusian perbekalan kesehatan khususnya sediaan farmasi,
sehingga masyarakat dapat dengan mudah mendapatkan obat yang dibutuhkan untuk
meningkatkan kesehatan masyarakat. Kepuasan Konsumen dapat mempengaruhi minat
untuk kembali ke Apotek yang sama. Kepuasan konsumen merupakan penilaian baik
atau buruknya pelayanan kefarmasian yang diterima konsumen.
Tujuan: Tujuan penelitian ini untuk mengetahui pengaruh kualitas pelayanan
swamedikasi terhadap tingkat kepuasan di Apotek Kecamatan Tenggarong.
Metode: Penelitian ini menggunakan metode deskriptif analitik. Penelitian ini dilakukan di
10 Apotek yang memberikan izin di Apotek Kecamatan Tenggarong dengan jumlah
sampel 100 orang. Pengambilan sampel dilakukan dengan teknik purposive sampling.
Instrumen penelitian yang digunakan berupa kuesioner kualitas pelayanan swamedikasi
terhadap tingkat kepuasan konsumen.
Hasil: Hasil Fniung pada penelitian ini menunjukkan nilai sebesar 191,299, sehingga dapat
diartikan bahwa terdapat pengaruh antara kualitas pelayanan terhadap kepuasan
konsumen dengan besar pengaruh sebesar 66,1%.
Kesimpulan: Kesimpulan pada penelitian ini yaitu terdapat pengaruh antara kualitas
pelayanan swamedikasi terhadap tingkat kepuasan konsumen.
Kata kunci: Apotek, Swamedikasi, Kualitas, Kepuasan.
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The Influence of Self-Medication Service Quality on Consumer Satisfaction Levels
at the Tenggarong District Dispensary
Rini Yolanda!, Deasy Nur Chairin Hanifa?
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Lecturer of Pharmacy Faculty of Farmacy Muhammadiyah University of East Kalimantan?
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ABSTRACT
Background: A pharmacy is a place where pharmaceutical work is carried out and the
distribution of health supplies, especially pharmaceutical preparations, so that people can
easily obtain the medicines they need to improve public health status. Consumer
satisfaction can affect the intention to return to the same pharmacy. Consumer
satisfaction is a good or bad assessment of pharmaceutical services received by
consumers.
Purpose: The purpose of this study was to determine the effect of the quality of self-
medication services on the level of satisfaction at the Tenggarong District Pharmacy.
Methods: This research uses descriptive analytic methods. This research was conducted
at 10 licensed pharmacies at the Tenggarong District Pharmacy with a total sample of
100 people. Sampling was done by purposive sampling technique. The research
instrument used was a self-medication service quality questionnaire on the level of
consumer satisfaction.
Results: The results of Fcount in this study show a value of 191.299, so it can be
interpreted that there is an influence between service quality on customer satisfaction
with a large influence of 66.1%.
Conclusion: The conclusion in this study is that there is an influence between the quality
of self-medication services on the level of consumer satisfaction.
Keywords: Pharmacy, Self-medication, Quality, Satisfaction.
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