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ABSTRAK 

Keputusan beli ulang obat merupakan indikator penting dalam menilai 

keberlanjutan pelayanan kefarmasian, khususnya pada pasien umum non-BPJS. 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan dan harga 

obat terhadap keputusan beli ulang obat. Kualitas layanan diukur menggunakan 

pendekatan SERVQUAL, sedangkan harga obat diposisikan sebagai faktor 

evaluatif dalam keputusan pembelian. Studi menggunakan pendekatan kuantitatif 

dengan metode survey terhadap 147 responden yang dipilih menggunakan teknik 

purposive sampling. Data dianalisis dengan bantuan SPSS 26. Hasil penelitian 

menunjukkan analisis pengaruh Kualitas Layanan terhadap Keputusan beli ulang 

obat dengan nilai (β = -0,061; t = -1,732; p = 0,085) kualitas layanan memiliki 

koefisien negatif dan tidak signifikan terhadap keputusan beli ulang obat, Kualitas 

layanan bukan merupakan faktor penentu dalam pembentukan keputusan beli ulang 

obat. pengaruh Harga Obat terhadap keputusan beli ulang obat dengan nilai (β = -

0,380; t = -4.682; p = 0.000 < 0,001) koefisien negatif terhadap keputusan beli 

ulang, peningkatan harga cenderung menurunkan keinginan pasien dalam 

pembelian ulang obat. Kualitas layanan dan harga obat secara simultan berpengaruh 

signifikan terhadap keputusan beli ulang obat (F hitung = 11,422; Sig < 0,05), 

dengan harga sebagai faktor dominan. Penelitian ini memberikan implikasi praktis 

bagi pengelola pelayanan kefarmasian untuk memperhatikan aspek harga secara 

kompetitif tanpa mengabaikan kualitas layanan, serta menjadi dasar bagi penelitian 

Kata kunci: Kualitas layanan, Harga obat, Keputusan beli ulang 
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Ainun Mardiah1, Erza Genatrika2, Didik Setiawan3 

 

ABSTRACT 

The decision to repurchase drugs is an important indicator in assessing the 

sustainability of pharmaceutical services, especially for non-BPJS general patients. 

This study aims to analyze the influence of service quality and drug prices on drug 

repurchase decisions. Service quality is measured using the SERVQUAL approach, 

while drug prices are positioned as an evaluative factor in purchasing decisions. 

The study used a quantitative approach with a survey method on 147 respondents 

selected using a purposive sampling technique. Data were analyzed with the help 

of SPSS 26. The results showed an analysis of the influence of Service Quality on 

Drug Repurchase Decisions with a value (β = -0.061; t = -1.732; p = 0.085) service 

quality has a negative coefficient and is not significant on drug repurchase 

decisions, Service quality is not a determining factor in the formation of drug 

repurchase decisions. The influence of Drug Prices on drug repurchase decisions 

with a value (β = -0.380; t = -4.682; p = 0.000 <0.001) negative coefficient on 

repurchase decisions, price increases tend to reduce patient desire to repurchase 

drugs. Service quality and drug price simultaneously significantly influence the 

decision to repurchase drugs (F count = 11.422; Sig < 0.05), with price being the 

dominant factor. This study provides practical implications for pharmaceutical 

service managers to pay attention to competitive pricing aspects without neglecting 

service quality, and serves as a basis for further research. 

Keywords: service quality, drug prices, repurchase decisions 
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