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ABSTRACT 
MUHAMMAD FARAZI SYAUKI. Analysis of Customer Satisfaction in 

Pharmacy Services: A Case Study at Alam Medika Pharmacy. Supervised by SITI 
JAHROH and NUR HASANAH.  

 
The COVID-19 pandemic has accelerated digital adoption in healthcare, 

intensifying competition in the pharmaceutical industry. Alam Medika Pharmacy 
aims to enhance customer satisfaction and address the decline of post-pandemic 
clientele. The objectives of this study are to measure overall satisfaction levels, 
identify gaps between customer importance and service performance, and analyze 
underperforming attributes for improvement. This research used the Customer 
Satisfaction Index (CSI), Gap Analysis, and Importance-Performance Analysis 
(IPA). A questionnaire was conducted from August to September 2024. A total of 
100 respondents were selected through convenience sampling. The CSI revealed a 
high satisfaction rate of 84.36%. The Gap Analysis highlighted a negative gap in 
tangibles, indicating unmet importance, and a moderate exceedance in assurance. 
IPA identified key areas for improvement, including waiting room design, staff 
appearance, complaint handling, and customer communication. While Alam 
Medika Pharmacy provides satisfactory service, addressing these gaps is essential 
for sustaining growth and success in the competitive pharmacy industry. 
 
Keywords: CSI, IPA, Pharmaceutical care, Pharmacy industry. 

 
ABSTRAK 

MUHAMMAD FARAZI SYAUKI. Analisis Kepuasan Pelanggan terhadap 
Pelayanan Apotek: Studi Kasus Apotek Alam Medika. Dibimbing oleh SITI 
JAHROH dan NUR HASANAH. 

 
Pandemi COVID-19 telah mempercepat adopsi digital dalam bidang 

kesehatan, yang meningkatkan persaingan di industri farmasi. Apotek Alam 
Medika berupaya untuk meningkatkan kepuasan pelanggan dan mengatasi 
penurunan jumlah pelanggan pasca-pandemi. Penelitian ini bertujuan untuk 
mengukur tingkat kepuasan pelanggan, mengidentifikasi kesenjangan antara 
tingkat kepentingan pelanggan dan kinerja layanan, dan menganalisis atribut yang 
memerlukan perbaikan. Penelitian ini menggunakan metode Customer Satisfaction 
Index (CSI), Gap Analysis, dan Importance-Performance Analysis (IPA). Survei 
kuesioner dilakukan pada periode Agustus hingga September 2024. Sebanyak 100 
responden dipilih menggunakan metode convenience sampling. Hasil CSI 
menunjukkan tingkat kepuasan pelanggan yang tinggi sebesar 84,36%. Gap 
Analysis mengungkapkan adanya kesenjangan negatif pada dimensi tangibles, yang 
menunjukkan kebutuhan pelanggan yang belum terpenuhi, serta keunggulan 
moderat pada dimensi assurance. IPA mengidentifikasi area utama yang 
memerlukan perbaikan, termasuk desain ruang tunggu, penampilan staf, 
penanganan keluhan, dan komunikasi dengan pelanggan. Meskipun Apotek Alam 
Medika memberikan layanan yang memuaskan, mengatasi kesenjangan ini sangat 
penting untuk mempertahankan pertumbuhan dan kesuksesan di industri farmasi. 
 
Kata kunci: CSI, Industri farmasi IPA, Pharmaceutical care. 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Copyright belongs to IPB, 2024  
Copyright protected by Law  

 
It is prohibited to quote part or all of this paper without mentioning or 

acknowledging the source. Citation is only for the purpose of education, 
research, writing scientific papers, preparing reports, writing criticism, or 
reviewing a problem, and the citation does not harm the interests of IPB. 

The publication and reproduction of part or all of this paper in any form 
without the permission of IPB is prohibited. 





  

Final Thesis  
As one of the requirements to obtain a degree of  

Bachelor of Business  
at the School of Business  

ANALYSIS OF CUSTOMER SATISFACTION IN PHARMACY 
SERVICES: A CASE STUDY OF ALAM MEDIKA 

PHARMACY 

MUHAMMAD FARAZI SYAUKI 

STUDY PROGRAM OF BUSINESS 
SCHOOL OF BUSINESS 

IPB UNIVERSITY 
BOGOR 

2024 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Examiner team for Undergraduate Thesis Defense: 
1 Prof. Dr. Ir. Ujang Sumarwan, M.Sc. 

 

          2 Dra. Alfa Chasanah, M.A. 



Title of Thesis : Analysis of Customer Satisfaction in Pharmacy Services: A Case 
Study of Alam Medika Pharmacy 

: Muhammad Farazi SyaukiName
: K1401201816Student ID

Approved by 

First Supervisor: 
Dr. Siti Jahroh, B.Sc., M.Sc. 

__________________ 

Second Supervisor: 
Dr. Nur Hasanah, S.Kom., M.Eng. 

__________________ 

Acknowledged by 

Head of Undergraduate Program:  
Dr. Siti Jahroh, B.Sc., M.Sc.  
NIP. 197711262008122001 

__________________ 

Examination Date: 
 (3rd December 2024) 

Graduation Date: 2nd Januari 2025





FOREWORD 
 

All praise and gratitude are due to Allah Subhaanahu wa Ta’ala for His 
infinite blessings, guidance, and grace, which have enabled the successful 
completion of this scientific work. Through His mercy, I was able to finalize my 
undergraduate thesis, entitled “Analysis of Customer Satisfaction in Pharmacy 
Services: A Case Study at Alam Medika Pharmacy,” conducted from February 
2024 to August 2024. I would like to extend my deepest appreciation to Apt. 
Desmawati, S.Si., the Owner and Responsible Pharmacist of Alam Medika 
Pharmacy, for her invaluable support, guidance, and for granting me the 
opportunity to conduct my research at her esteemed pharmacy. Her willingness to 
facilitate this study and provide access to essential information was critical to its 
completion. I also wish to express my sincere gratitude to the staff of Alam Medika 
Pharmacy for their cooperation and assistance throughout the research process. 
Furthermore, I am profoundly thankful to my primary advisory lecturer, Dr. Siti 
Jahroh, B.Sc., M.Sc., for her unwavering guidance, patience, and expertise, as well 
as to my secondary advisory lecturer, Dr. Nur Hasanah, S.Kom., M.Eng., for her 
constructive feedback and insightful contributions, which have significantly 
enhanced the quality of this thesis.  

I am deeply indebted to my family for their unconditional love, 
encouragement, and support throughout this academic journey. To my father, Dr. 
Ir. Ahmad Yanuar Syauki, M.BAT., MH., my mother, Dr. Apt. Azrifitria, M.Si., 
my older sister, Dr. Aqilah Syahrina Syauki, and my younger brother, Amirul 
Tamam Syauki, I extend my heartfelt gratitude for their constant belief in my 
abilities and their unwavering presence during both challenging and joyous 
moments. Additionally, I would like to express my appreciation to my peers and 
batchmates, whose camaraderie, motivation, and shared experiences have provided 
immense encouragement and fostered a sense of belonging, making this academic 
endeavor both meaningful and memorable. 

 

Bogor, December 2024 
 

Muhammad Farazi Syauki 
 
  





TABLE OF CONTENT 

LIST OF TABLES                                                                                                    ii

LIST OF FIGURES                                                                                                  ii

LIST OF APPENDICES                                                                                           ii

I INTRODUCTION                                                                                             1
1.1 Research Background 1
1.2 Research Problems 2
1.3 Research Objectives 2
1.4 Research Benefits 2
1.5 Research Scope 3

II LITERATURE REVIEW                                                                                  4
2.1 Customer Satisfaction 4
2.2 Measurement of customer satisfaction 5
2.3 SERVQUAL 6
2.4 Pharmaceutical Service Standards in Pharmacies 9
2.5 Research Framework 10

III METHOD                                                                                                         11
3.1 Location and Time of Research 11
3.2 Type and source of Data 11
3.3 Sampling Methods 11
3.4 Data Analysis and Processing Technique 12

IV RESULTS AND DISCUSSION                                                                      19
4.1 Alam Medika Profile 19
4.2 The Characteristic of Respondent 20
4.3 Customer Satisfaction Result 23
4.4 Gap Analysis 25
4.5 Importance Performance Analysis (IPA) 31
4.6 Suggestions for Improvement 36

V CONCLUSIONS AND RECOMMENDATIONS                                          42
5.1 Conclusions 42
5.2 Recommendations 43

BIBLIOGRAPHY                                                                                                   44

LIST OF APPENDICES                                                                                        47

CURRICULUM VITAE                                                                                         58
  



LIST OF TABLES 

1 Questionnaire score 13
2 CSI value category 15 
3 Operational definition 18 
4 Respondent demographics by gender 21
5 Respondent demographics by age group 22
6 Respondent demographics by occupation 22
7 CSI result 24
8 Tangible result 26
9 Reliability result 27

10 Responsiveness result 28
11 Assurance result 29
12 Empathy result 30

 
 

LIST OF FIGURES 

1 Research framework 10
2 IPA matrix  16
3 Alam Medika Pharmacy 19
4 Alam Medika Pharmacy Customer data for 2024 21
5 Reasons for in-store pharmacy purchases 23
6 Importance-Performance Analysis result 31
7 Customer waiting area 38
8 Staff appearance 39
9 Customer complaint process 40

10 Customer service area 41
 
 

LIST OF APPENDICES 

 
1 Label of each indicator 48
2 Research activities at Alam Medika Pharmacy 49 
3 Customer satisfaction questionnaire 50 
4 Reliability test results 54 
5 Validity test results 55 
6 Gap class interval width 56 
7 Service attribute assessment results at Alam Medika 57 

 


