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ABSTRAK

Swamedikasi merupakan perilaku kesehatan yang banyak dilakukan
masyarakat, dengan prevalensi nasional mencapai 78,95% menurut BPS (2024).
Tingginya penggunaan obat tanpa resep menjadikan apotek sebagai fasilitas
kesehatan pertama yang diakses, sehingga mutu pelayanan kefarmasian berperan
penting dalam menjamin keamanan dan kenyamanan pelanggan. Penelitian ini
bertujuan untuk mengetahui tingkat kepuasan pelanggan terhadap pelayanan
swamedikasi di Apotek Padayungan 24 Jam, Kecamatan Cihideung, Kota
Tasikmalaya.

Penelitian ini  menggunakan metode deskriptif kuantitatif dengan
pendekatan cross sectional. Sampel ditentukan menggunakan teknik accidental
sampling dengan jumlah 93 responden yang melakukan swamedikasi dan
memenubhi Kriteria inklusi. Instrumen penelitian berupa kuesioner berskala Likert 5
poin yang mengukur lima dimensi kualitas pelayanan, yaitu bukti langsung,
keandalan, ketanggapan, jaminan, dan perhatian. Analisis data dilakukan secara
deskriptif menggunakan Microsoft Excel dengan menghitung nilai rata-rata dan
persentase pada setiap dimensi.

Hasil penelitian menunjukkan bahwa tingkat kepuasan pelanggan secara
keseluruhan berada dalam kategori sangat puas. Dimensi keandalan dan
ketanggapan memiliki nilai tertinggi sebesar 86%, diikuti oleh dimensi bukti fisik
dan jaminan sebesar 84%, serta dimensi perhatian sebesar 83%. Berdasarkan hasil
tersebut, dapat disimpulkan bahwa pelayanan swamedikasi di Apotek Padayungan
24 Jam telah berjalan dengan baik dan mampu memenuhi harapan pelanggan pada
seluruh dimensi kualitas pelayanan.

Kata Kunci: apotek, swamedikasi, tingkat kepuasan pelanggan
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ABSTRACT

Self-medication is a common health practice among the public, with a
national prevalence of 78.95% according to the Central Statistics Agency (BPS,
2024). The high rate of over-the-counter medication use makes pharmacies the first
healthcare facility people turn to, making the quality of pharmaceutical services
crucial in ensuring customer safety and comfort. This study aims to determine the
level of customer satisfaction with self-medication services at the Padayungan 24-
Hour Pharmacy, Cihideung District, Tasikmalaya City.

This study employed a quantitative descriptive method using a cross-
sectional approach. The sample was determined using accidental sampling,
comprising 93 respondents who self-medicated and met the inclusion criteria. The
research instrument consisted of a 5-point Likert scale questionnaire measuring
five dimensions of service quality: tangibles, reliability, responsiveness, assurance,
and empathy. Data analysis was performed descriptively using Microsoft Excel by
calculating the mean and percentage for each dimension.

The results of the study indicate that overall customer satisfaction falls into
the “very satisfied” category. The reliability and responsiveness dimensions scored
the highest at 86%, followed by the tangible evidence and assurance dimensions at
84%, and the empathy dimension at 83%. Based on these results, it can be
concluded that the self-medication service at Padayungan 24-Hour Pharmacy has
been running well and is able to meet customer expectations across all dimensions
of service quality.

Keywords: pharmacy, self-medication, customer satisfaction level
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