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ABSTRACT 

 

Century Health Care Pharmacy is one company that is categorized business to 
business so that customer satisfaction will make customers more confidence to 
shop in pharmacies Century Health Care Ciputra Mall becomes important for the 
company. To improve customer trust in the face of competition with competitors 
required an investigation. This research includes the analysis of the perception of 
inventory, price, customer service, customer satisfaction. The research uses a 
method of collecting data through questionnaires. The data obtained were 
analyzed by descriptive and analytical hypotheses. Research also see a significant 
influence of customer satisfaction to keep shopping at Century Health Care 
Pharmacy Ciputra Mall. The study revealed two relationship variables are 
exogenous (independent) and endogenous variables (dependent)., Ie an exogenous 
variable (X) is the price (X1), inventory (X2), customer service (X3). Which is an 
endogenous variable (Y) is customer satisfaction (Y1). Data processing was 
performed using the method of Structural Equation Model (SEM). Results from 
this study are expected to provide input to management Pharmacy Century Health 
Care on the Effects of Pricing, Inventory and Customer Service to Customer 
Satisfaction. 
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ABSTRAK 

 

Apotek Century Health Care merupakan salah satu perusahaan yang berkategori 
bisnis to bisnis sehingga kepuasan pelanggan akan membuat pelanggan semakin 
percaya untuk berbelanja di Apotek Century Health Care  menjadi hal yang 
penting bagi perusahaan. Untuk meningkatkan kepercayaan pelanggan dalam 
menghadapi persaingan dengan kompetitor diperlukan sebuah penelitian. 
Penelitian ini meliputi analisa persepsi persediaan barang, harga, pelayanan 
pelanggan, dan kepuasan pelanggan. Penelitian menggunakan metode 
pengumpulan data melalui kuesioner. Data yang diperoleh dianalisa secara 
deskriptif dan analisa hipotesis. Penelitian juga melihat pengaruh signifikan 
terhadap kepuasan pelanggan untuk tetap berbelanja di Apotek Century Health 
Care Mal Ciputra. Penelitian ini mengungkapkan 2 hubungan variabel yaitu 
variabel eksogen (independent) dan variabel endogen (dependent)., yaitu yang 
merupakan variabel eksogen (X) adalah harga (X1), persediaan barang (X2), 
pelayanan pelanggan (X3). Yang merupakan variabel endogen (Y) adalah 
kepuasan pelanggan (Y1). Pengolahan data dilakukan dengan menggunakan 
metode Struktural Equation Model (SEM). Hasil dari penelitian ini diharapkan 
bisa memberikan masukan kepada management Apotek Century Health Care 
mengenai Pengaruh Harga, Persediaan Barang dan Pelayanan Pelanggan terhadap 
Kepuasan Pelanggan. 

Kata Kunci : harga, persediaan barang, pelayanan pelanggan, kepuasan pelanggan. 
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