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INTISARI 

Kepuasan konsumen terhadap pelayanan di apotek dapat diukur dengan 

membandingkan antara kualitas pelayanan yang diharapkan konsumen terhadap 

kenyataan yang diterimanya. Apotek franchise dikenal masyarakat mempunyai 

pelayanan yang lebih baik dari pada non franchise. Penelitian ini bertujuan untuk 

mengetahui perbedaan kualitas pelayanan yang diberikan oleh Apotek franchise 

dan non franchise di Kota Semarang. 

Penelitan ini merupakan penelitian survey analitik dengan rancangan 

penelitian cross sectional. Sampel penelitian diambil menggunakan metode 

purposive sampling. Alat pengambilan data berupa kuesioner. Kualitas Pelayanan 

ditinjau dari lima dimensi SERVQUAL yaitu sarana dan prasarana (tangible), 

kehandalan (reliability), daya tanggap (responsiveness), jaminan (assurance), dan 

empati (empaty). Selisih (gap) antara harapan dan kenyataan pada masing-masing 

dimensi kemudian dianalisis perbedaanya menggunakan uji T-test independent 

dan Mann-Withney dengan taraf kepercayaan  95%. 

Hasil penelitian menunjukkan secara umum kualitas pelayanan di Apotek 

franchise dan non franchise belum memenuhi harapan pelanggan. Gap terbesar 

pada Apotek franchise adalah dimensi daya tanggap yaitu dengan nilai -0,44. Gap 

terbesar pada Apotek non franchise adalah dimensi kehandalan yaitu dengan nilai 

-0,74. Terdapat perbedaan yang signifikan antara kualitas pelayanan pada Apotek 

franchise dan non franchise di Kota Semarang. 

Kata Kunci: Apotek, Apotek Franchise, Kualitas Pelayanan, SERVQUAL 
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ABSTRACT 

Consumer satisfaction towards the services in pharmacies can be measured 

by comparing the expected service quality among consumers towards the fact that 

he received. The pharmacy franchise known to society has better service than the 

non farnchise. This research aims to know the difference of service quality 

provided by franchise and non-franchise pharmacy in Semarang City. 

This study is a survey analytical research with cross sectional design. The 

research sample was taken using purposive sampling method. Data retrieval tools 

in the form of a questionnaire. Quality of service in terms of five dimensions of 

SERVQUAL i.e. tangible, reliability, responsiveness, assurance, and empathy. 

The gap between expectations and reality in each dimension, analyzed using T-

test independent and Mann-Withney with 95% of confidence level. 

The result showed that the whole service quality of franchise and non-

franchise pharmacy has not met customers expectation. The biggest gap in 

franchise pharmacy is the responsiveness dimension (-0.44). While the biggest 

gap at non franchise pharmacy is the dimension of reliability (-0.74). There is a 

significant differences between the service quality at the franchise and non-

franchise pharmacy in Semarang City. 
 

Keywords: Pharmacy, Pharmacy Franchise, Service Quality, SERVQUAL 

 

 

 

 

 


