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ABSTRAK 

 
Harisma Ristianti, 201610515049. Hubungan Antara 

Kualitas Pelayanan Dengan Kepuasan Pelanggan Apotek Kimia 

Farma 0624 Grand Galaxy City. 

Apotek adalah sarana pelayanan kefarmasian tempat 

dilakukan praktik kefarmasian oleh apoteker. Pelayanan yang 

diberikan akam memiliki dampak yang sangat berarti bagi suatu 

apotek. Salah satu indikator dalam mengukur keberhasilan 

pelayanan kefarmasian di apotek adalah dengan studi kepuasan 

pelanggan. Kepuasan tercapai apabila jasa dan produk yang dipilih 

dapat memenuhi atau melebihi harapan pelanggan. Tujuan 

penelitian ini adalah untuk mengetahui hubungan kualitas 

pelayanan terhadap kepuasan pelanggan di Apotek Kimia Farma 

0624 Grand Galaxy City. Metode penelitian yang digunakan dalam 

penelitian ini adalah metode kuantitatif dengan teknik korelasional. 

Proses pengambilan sampel dengan incidental sampling. Sampel 

yang digunakan sebanyak 87 pelanggan Apotek Kimia Farma 0624 

Grand Galaxy City dengan hasil perhitungan diperoleh koefisien 

sebesar 0,536 berarah positif sedang dengan angka signifikan 2 

tailed 0,000 < 0,01. Hal ini menunjukkan adanya hubungan positif 

sedang antara kualitas pelayanan dengan kepuasan pelanggan di 

Apotek Kimia Farma 0624 Grand Galaxy City. Hipotesis alternatif 

(Ha) diterima dan Hipotesis nol (Ho) ditolak. Semakin tinggi 

kualitas pelayanan maka semakin meningkat kepuasan pelanggan, 

begitupun sebaliknya. 

Kata Kunci : kualitas pelayanan, kepuasan pelanggan 
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ABSTRACT 

 
Harisma Ristianti, 201610515049. Relationship Between Service Quality and 

Customer Satisfaction in Kimia Farma 0624 Grand Galaxy City Pharmacy. 

A pharmacy is a pharmaceutical service facility where pharmacists practice 

pharmacists. The services provided will have a very significant impact on a 

pharmacy. One indicator in measuring the success of pharmaceutical services at a 

pharmacy is the study of customer satisfaction. Satisfaction is achieved if the 

services and products selected can meet or exceed customer expectations. The 

purpose of this study was to determine the relationship between service quality and 

customer satisfaction at the Kimia Farma 0624 Grand Galaxy City Pharmacy. The 

research method used in this study is a quantitative method with correlational 

techniques. The process of sampling with incidental sampling. Samples used were 

87 customers of Kimia Farma 0624 Grand Galaxy City Pharmacy with the 

calculation results obtained a coefficient of 0.536 with a positive positive direction 

with a significant number of 2 tailed 0,000 <0.01. This shows that there is a 

moderate positive relationship between service quality and customer satisfaction at 

Kimia Farma 0624 Grand Galaxy City Pharmacy. Alternative hypothesis (Ha) is 

accepted and null hypothesis (Ho) is rejected. The higher the quality of service, the 

more customer satisfaction increases, and vice versa. 
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practice pharmacists. The services provided will have a very significant 

impact on a pharmacy. One indicator in measuring the success of 

pharmaceutical services at a pharmacy is the study of customer 

satisfaction. Satisfaction is achieved if the services and products selected 

can meet or exceed customer expectations. The purpose of this study was 

to determine the relationship between service quality and customer 

satisfaction at the Kimia Farma 0624 Grand Galaxy City Pharmacy. The 

research method used in this study is a quantitative method with 

correlational techniques. The process of sampling with incidental 

sampling. Samples used were 87 customers of Kimia Farma 0624 Grand 

Galaxy City Pharmacy with the calculation results obtained a coefficient 

of 0.536 with a positive positive direction with a significant number of 2 

tailed 0,000 <0.01. This shows that there is a moderate positive 

relationship between service quality and customer satisfaction at Kimia 

Farma 0624 Grand Galaxy City Pharmacy. Alternative hypothesis (Ha) is 

accepted and null hypothesis (Ho) is rejected. The higher the quality of 

service, the more customer satisfaction increases, and vice versa. 
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