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ABSTRACT 

This research aims to determine the 
influence of service quality, price and 
location on customer satisfaction. The 
population of this research is customers of 
the K-24 Ketileng Raya Pharmacy, 
Semarang City with a research sample of 
99 respondents using the sampling 
method, namely Accidental sampling. The 
method used in this research is a 
quantitative method with data analysis 
techniques using multiple linear 
regression. The source used in this 
research is primary data with the help of 
statistical data analysis tools from the 
SPSS program version 22. The variables 
used in this research are service quality, 
price and location as independent 
variables and customer satisfaction as the 
dependent variable. The results of the 
research show that the service quality 
variable does not have a significant effect 
on customer satisfaction at Apotek K-24 
Ketileng Raya, Semarang City, while price 
and location influence customer 
satisfaction at Apotek K-24 Ketileng Raya, 
Semarang City and Service Quality, Price 
and Location have a simultaneous effect. 
on customer satisfaction at K-24 Ketileng 
Raya Pharmacy, Semarang City. 

Keywords: service quality, price, 

location, customer satisfaction, K24 
Pharmacy 
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INTRODUCTION 

 

The survival of a business is determined by factors that influence customer or consumer 

perception in assessing a business. Various methods are used to analyze a need required by 

customers and a business tries to fulfill it. Not only fulfilling what customers need, but the 

number of business competitors will erode the company if it only does something or a program 

that is normally done by other businesses. Therefore, companies are required to analyze the 

market and provide satisfaction to customers. 

 

Consumer satisfaction is an evaluation after a purchase, where the choices made at least 

provide results that are equal to or exceed consumer expectations. Conversely, dissatisfaction 

arises if the results obtained do not match customer expectations. According to Engel in 

Tjiptono (2002:146). 

 

Definition of service quality According to Kotler (2019), namely A method for evaluating the 

level of service received by customers compared to what they anticipate is called service 

quality. If the level of service provided meets or exceeds expectations, it is considered high 

quality and satisfactory. According to Kotler and Armstrong (2012:314) Price is the amount of 

money that must be paid to obtain a product or service, or the value given by consumers in 

return for the benefits obtained from having or using the product or service). According to 

Fandy Tjiptono (2012:345), "Location refers to various types of marketing efforts that aim to 

provide smoothness and provide facilities for the delivery or distribution of goods and services 

from producers to consumers. 

 

K24 Ketileng Raya Pharmacy, Semarang City, which is a pharmacy that provides medicines 

and medical devices that have the characteristics of being complete, open 24 hours non-stop 

and the price remains the same both on holidays and weekdays. The company tries as hard 

as possible to be able to meet the needs of both products and the quality of service desired 

by the community so that customer satisfaction is created. 

 

In Niken Herawati's research, (2018) it was found that service quality had a positive and 

significant effect on customer satisfaction. In a study conducted by AB, Cristono, (2019) it was 

found that price had a significant effect on customer satisfaction. and a study conducted by 

Iqbal Krisdiyanto, (2018) it was found that location had a significant effect on customer 

satisfaction. 

 

LITERATURE REVIEW 

 

Customer Satisfaction 

Based on the Oxford Advanced Learners Dictionary quoted by Tjiptono in (Fitria 2006) The 

Latin words "satis" (good enough, adequate) and "facio" (to do or make) are the origins of the 

word satisfaction in English. Kotlerr in Rangkuti (2022:23) in Krisdayanto et al. (2018) states 

that a person's satisfaction or dissatisfaction results from a comparison between the visible 

achievements or services and their expectations. Whern someone comparers therir 

expectations and vierws on ther perrformancer of a product, thery can derterrminer whertherr thery 

are satisfied or not. If clarifierd as follows: Customerrs will: a) ber unhappy if perrformancer doers 
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not merert erxperctations; b) ber satisfierd if perrformancer mererts erxperctations; or c) ber verry happy 

or satisfierd if perrformancer erxcererds erxperctations (Kotlerr, 2007). 

 

Service Quality 

According to Kotlerr (2019) in (Zikri and Harahap 2022) derfiners that serrvicer quality is an 

ervaluation by consumerrs of ther lerverl of serrvicer rerceriverd, comparerd to therir erxperctations. If 

ther serrvicer rerceriverd is in accordancer with erxperctations, thern ther serrvicer quality is considerrerd 

good and satisfactory. Goertsch and Davis (2013) in Abdul Gofur (2019) derfiner that serrvicer 

quality is a changing stater rerlaterd to products, serrvicers, labor, procerssers, and ther 

ernvironmernt, which can merert or ervern erxcererd erxperctations. 

 

Price 

According to Kotlerr and Armstrong (2012:314) Pricer is ther amount of monery that must ber 

paid to obtain a product or serrvicer, or ther valuer givern by consumerrs in rerturn for ther bernerfits 

obtainerd from having or using ther product or serrvicer). According to Lupiyoadi (2013) in 

(Oktarini 2020) staters "Pricer is a conserquerncer of rerceriving serrvicers accompanierd by ther 

sacrificer of various costs whern using ther serrvicer. This sacrificer can ber in ther form of timer 

spernt accerssing serrvicers or physical activitiers that rerquirer ernerrgy in using ther serrvicer. Pricer 

indicators includer aspercts such as affordability, suitability bertwerern pricer and product quality, 

pricer compertitivernerss, and ther rerlationship bertwerern pricer and bernerfits obtainerd (Kotlerr and 

Armstrong, 2013:278). 

 

Location 

Tjiptono (2016) in (D. D. Kurniawan and Soliha 2022) Location rerferrs to various markerting 

stratergiers that aim to facilitater ther derliverry or distribution of goods and serrvicers from 

producerrs to consumerrs. According to Herizerr and Rernderr (2015) in (Ramadhan and 

Mahargiono 2020) "Location is a factor that influerncers incomer and costs, so it oftern has a 

major influerncer on making a company's businerss stratergy". Meranwhiler, according to Kotlerr 

and Armstrong (2014:76) in (Ramadhan and Mahargiono 2020) "Placer includers company 

activitiers that maker ther product availabler to targert consumerrs. 

 

Relationship between variables 

a. Serrvicer quality towards customerr satisfaction 

This rersult is in contrast to ther rerserarch conducterd by Nikern Herrawati, (2018) which 

obtainerd ther rersults of serrvicer quality having a positiver and significant erfferct on 

customerr satisfaction. 

b. Pricer towards customerr satisfaction 

This rersult is supporterd by rerserarch conducterd by AB, Cristono, (2019) which 

obtainerd ther rersults of Pricer having a significant erfferct on customerr satisfaction 

c. Location towards customerr satisfaction 

This rersult is supporterd by rerserarch conducterd by Iqbal Krisdiyanto, (2018) which 

obtainerd ther rersults of location having a significant erfferct on customerr satisfaction. 

d. Serrvicer quality, pricer and location towards customerr satisfaction 

In Raynaldo Danovan's rerserarch (2020) erntitlerd "Ther erfferct of serrvicer quality, location 

and pricer on customerr satisfaction at Hoterl 101 Suryakerncana Bogor" obtainerd ther 

rersults of Serrvicer Quality, Location Stratergy and Pricer togertherr haver a positiver and 

significant erfferct on customerr satisfaction. 
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RESEARCH METHOD 

 

Independent variable (Independent Variable) 

Is a variabler that influerncers or causers changers or ther ermerrgerncer of derperndernt variablers 

(derperndernt) symbolizerd by (x), which includer: Serrvicer Quality symbolizerd by (X1), Pricer 

symbolizerd by (X2), location symbolizerd by (X3) 

 

Dependent Variable (Dependent Variable) 

In this study, ther derperndernt variabler is customerr satisfaction symbolizerd by ther lertterr (Y), 

which is a variabler influerncerd by ther inderperndernt variabler. 

 

Population 

Population is a gernerralization arera consisting of objercts or subjercts that haver cerrtain qualitiers 

and characterristics that arer derterrminerd by rerserarcherrs to ber studierd and thern conclusions arer 

drawn about therm. Population also includers ther qualitiers or characterristics possersserd by ther 

objercts or subjercts studierd (Sugiyono 2007). Ther targert of this study was customerrs of Apoterk 

K-24 Kertilerng Raya, Sermarang City. 

 

Sample 

This study users non-probability sampling terchniquers and with Acciderntal sampling or oftern 

callerd Convernierncer sampling as a sampling terchniquer. with a calculation of ther numberr of 

rerspondernts as many as 99. wherrer anyoner who is a customerr of Apoterk K-24 Kertilerng Raya 

Sermarang City who acciderntally interracts with ther rerserarcherr can ber userd as a sampler, as 

long as thery arer considerrerd suitabler as a sourcer of data. 

 

Method of collecting data 

A querstionnairer is a data collerction merthod that involvers derliverring a serriers of querstions or 

writtern statermernts to rerspondernts to ber answerrerd. This data collerction users a Likerrt scaler, 

which is a merasurermernt tool userd to asserss ther attituders, opinions, or perrcerptions of 

individuals or groups towards social phernomerna. 

 

Analysis Methods 

In this study, ther analysis was carrierd out using SPSS softwarer verrsion 22 to procerss data 

into tablers, graphs and conclusions that will ber userd to derterrminer ther dercision of ther analysis 

rersults. 

 

RESULTS 

 

Description of Research Objects 

K24 Kertilerng Raya Pharmacy in Sermarang City is locaterd at Jl. Kertilerng Raya No.18, 

Serndangmulyo Villager, Termbalang District, Sermarang City, Cerntral Java 50272. K24 Kertilerng 

Raya Pharmacy has ernterrerd its sixth yerar of erxisterncer serrving ther public in Sermarang City, 

erspercially in Erast Sermarang, Perdurungan, Kerdungmundu, Serndangmulyo, Termbalang. Ther 

pharmacy always triers to improver ther quality of serrvicer, analyzer ther nererds of community 

products, maintain stock availability, rerceriver customerr complaints as ervaluation materrial and 

discipliner in reralizing ther vision and mission of ther company. This pharmacy is erquipperd with 
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Pharmacist consultations, Heralth cherck serrvicers including blood prerssurer, uric acid, blood 

sugar and cholersterrol, as werll as derliverry serrvicers that herlp customerrs gert merdiciner erasily. 

 

Respondent Description 

Ther data userd in this study arer primary data, which includer rerspondernts' rersponsers rergarding 

serrvicer quality, pricer, and location to purchasing dercisions. In addition, data rergarding 

rerspondernt iderntity includers direrct rersponsers through querstionnairers distributerd to oner 

hundrerd rerspondernts. 

Table 1. Description of Respondents Based on Age 

 

 

 

 

 

 

 

Source: procersserd primary data, 2024 

 

Baserd on ther tabler abover, it can ber erxplainerd that ther rerspondernts' agers arer dominaterd by 

ther largerst numberr bering 18-25 yerars old, amounting to 86 peropler (85.4%). 

 

Description of Respondents Based on Gender 

Tabel 2. Gender of Respondents 

 

 

 

 

Source: processed primary data, 2024 

 

Baserd on ther tabler abover, it can ber serern that therrer arer 40 maler rerspondernts with a perrcerntager 

of 40.4%, whiler therrer arer 59 fermaler rerspondernts with a perrcerntager of 59.6%. 

 

Description of Respondents Based on Occupation  
Table 3. Based on Occupation 

 

 

 

 

 

 

 

 

 

 

Sourcer: procersserd primary data, 2024 

No. Age Total Percentage (%) 

1 18 – 25 years 86 85.4 % 

2 26 – 30 years 6 5.94% 

3 31 – 40 years 3 2.97% 

4 Over 40 years 4 3.96% 

Total 99 100 % 

No Gender Amount Prosentase (%) 

1 Man 40 40.4 % 

2 Women 59 59.6 % 

Total 99 100 % 

No. Occupation Total Percentage (%) 

1 Student 28 27.72 % 

2 Privat Employee 40 39.6% 

3 Teacher 1 0.99 % 

4 Civil Servant 6 5.94 % 

5 Housewife 3 2.97 % 

6 Enterpreneur 7 6.97 % 

7 Not Working 14 13.86 % 

 Total 99 100 % 
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Baserd on therser data, it can ber serern that ther rerspondernts' jobs arer dominaterd by privater 

ermployerers, namerly 40 rerspondernts (39.6%). 

 

Validity test 

Table 4. Validity test results 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sourcer: procersserd primary data, 2024 

 

It is known from ther tabler abover that ther calculaterd r valuer > r tabler (0.202) for all variablers 

and also for ther Sig. (2-tailerd) valuer < alpha (0.05) thern ther data userd in this study is valid. 

 

Reliability test 

Table 5. Reliability test results 

 

Variable 

 

Criteria 

 Cronbach’s 

Alpha 

 

Conclusion 

Service Quality (X1) 0.6 < 0.816 Reliabel 

Price (X2) 0.6 < 0.857 Reliabel 

Location (X3) 0.6 < 0.751 Reliabel 

Customer Satisfaction (Y) 0.6 < 0.819 Reliabel 

Sourcer: procersserd primary data, 2024 

 

It can ber serern that a variabler is derclarerd a variabler if Cronbach alpha > 0.60. Ther tabler abover 

shows that all variablers haver a fairly larger Cronbach alpha, which is abover 0.60. So it can ber 

concluderd that ther rerliability of ther variablers of Serrvicer Quality, Pricer, Location and Customerr 

Satisfaction studierd is rerliabler. 

 

Hypothesis testing 

Test T 

Variable Indica

tors 

R 

count 

R  

Table 

Information 

Service Quality X1.1 0.439 0.202 Valid 

(X1) X1.2 0.424 0.202 Valid 

 X1.3 0.453 0.202 Valid 

 X1.4 0.494 0.202 Valid 

 X1.5 0.513 0.202 Valid 

Price (X2) X2.1 0.495 0.202 Valid 

 X2.2 0.530 0.202 Valid 

 X2.3 0.297 0.202 Valid 

 X2.4 0.470 0.202 Valid 

Location (X3) X3.1 0.727 0.202 Valid 

 X3.2 0.876 0.202 Valid 

 X3.3 0.820 0.202 Valid 

 X3.4 0.821 0.202 Valid 

Customer Satisfaction Y1.1 0.818 0.202 Valid 

(Y) Y1.2 0.873 0.202 Valid 

 Y1.3 0.873 0.202 Valid 
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Ther t terst is userd to terst ther significant lerverl of influerncer bertwerern ther inderperndernt variabler 

and ther derperndernt variabler. 

Table 6. T test results 

Variabel t Sig. Conclusion 

Service Quality 1.261 0.211 not significant 

Price 2.199 0.030 Significant 

Location 4.137 0.000 Significant 

 Source: procersserd primary data, 2024 

 

From ther tabler abover, it can ber concluderd as follows: 

1. Hypothersis Tersting 1 

Hypothersis Terst of Serrvicer Quality (X1) on customerr satisfaction (Y). Baserd on ther 

calculation rersults, a t-valuer of 1.261 can ber obtainerd and a significant rersult of 0.211> 0.05 

can ber obtainerd. This indicaters that Hypothersis 1 = serrvicer quality has a positiver erfferct on 

customerr satisfaction is rerjercterd. This merans that ther quality of serrvicer at Apoterk K24 

Kertilerng Raya, Sermarang City doers not haver a significant erfferct on customerr satisfaction. 

2. Hypothersis Tersting 2 

Hypothersis Terst of Pricer (X2) on customerr satisfaction (Y). According to ther calculation 

rersults, a t-valuer of 2.199 can ber obtainerd with a positiver valuer with a significant rersult of 

0.030 <0.05. This indicaters that Pricer has a positiver erfferct on customerr satisfaction. This 

merans that if ther pricer at Apoterk K24 Kertilerng Raya, Sermarang City is increraserd, customerr 

satisfaction will increraser. 

3. Hypothersis Tersting 3 

Hypothersis Terst of Location (X1) on customerr satisfaction (Y). From ther calculation rersults, 

ther t-valuer of 4.137 can ber obtainerd, which is positiver and significant at 0.000 <0.05. This 

shows that ther location has a positiver erfferct on customerr satisfaction. This merans that if ther 

location at Apoterk K24 Kertilerng Raya, Sermarang City is improverd, customerr satisfaction 

will increraser. 

 

F test 

Table 7. F Test Results 

F  Sig. 

23.036 0.000 

Sourcer: procersserd primary data, 2024 

 

It is known that ther F table r value r (N1=3, N2=(99-3-1)) is 2.71 and ther calculate rd F value r from 

ther SPSS output re rsults in the r table r abover is 23.036 and ther Sig. value r is 0.000, meraning 

that berlow alpha (0.05), ther inde rperndernt variable rs (se rrvicer quality, price r and location) in this 

re rserarch data haver a simultanerous erffe rct on ther derperndernt variable r (customerr satisfaction). 

 

Coefficient of Determination (R2) 

Table 8. Determination test results 

 

 

Source: processed primary data, 2024 

Model Summaryb 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .659a .434 .415 1.18159 
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Rerfe rrring to the r table r abover, it can ber se rern that the r re rsults of the r de rte rrmination coerfficie rnt 

te rst obtaine rd a value r (Adjusterd R Square r) of 0.415, which merans that 41.5% of customerr 

satisfaction at the r K24 Kertile rng Raya Pharmacy in Se rmarang City is influe rnce rd by the r 

variable rs of se rrvicer quality, price r and location, while r the r re rmaining 58.5% is influerncerd by 

otherr variable rs outsider the r moderl studie rd. 

 

DISCUSSION 

 

The Effect of Service Quality on Customer Satisfaction 

Ther rersults of ther hypothersis terst producerd a t-valuer of 1.261 with a significancer of 0.211. 

This indicaters that ther rersults of ther hypothersis terst 1 that has berern proposerd in this study arer 

rerjercterd, which merans that ther roler of serrvicer quality doers not haver a significant erfferct on 

customerr satisfaction. This rersult is contrary to ther rerserarch conducterd by Nikern Herrawati, 

(2018) which obtainerd ther rersults of serrvicer quality having a positiver and significant erfferct on 

customerr satisfaction. 

 

The Effect of Price on Customer Satisfaction 

Ther rersults of ther hypothersis terst producerd a t-valuer of 2.199 with a significancer of 0.030. 

This indicaters that ther rersults of ther hypothersis terst 2 proposerd in this study arer accerpterd, 

which merans that ther bertterr ther roler of pricer, ther morer it will increraser customerr satisfaction. 

This rersult is supporterd by rerserarch conducterd by AB, Cristono, (2019) which obtainerd ther 

rersults of Pricer having a significant erfferct on customerr satisfaction. 

 

The Effect of Location on Customer Satisfaction 

Ther rersults of ther hypothersis terst producerd a t-valuer of 4.137 with a significancer of 0.000. 

This indicaters that ther rersults of ther hypothersis 3 terst proposerd in this study arer accerpterd, 

which merans that ther bertterr ther roler of ther location, ther morer it will increraser customerr 

satisfaction. This rersult is supporterd by rerserarch conducterd by Iqbal Krisdiyanto, (2018) which 

obtainerd ther rersults of ther location having a significant erfferct on customerr satisfaction. 

 

The Effect of Service Quality, Price, and Location on Customer Satisfaction 

Baserd on ther rersults of ther Simultanerous Significancer analysis (statistical terst f) which shows 

that ther F Count rersult of 23,036 is greraterr than ther F tabler of 2.71 (23,036> 2.71) with a 

significancer lerverl of 0.000 which is lerss than 0.005. thus it can ber staterd that H4 "Serrvicer 

Quality, Pricer and Location simultanerously haver a positiver and significant erfferct on Customerr 

Satisfaction". At ther K-24 Kertilerng Raya Pharmacy, Sermarang City. So it can ber concluderd 

that H4 is accerpterd. 

 

This rerserarch is in liner with Raynaldo Donovan S and Adil Fadillah (2020) with ther titler "Ther 

Influerncer of Serrvicer Quality, Location and Pricer on Customerr Satisfaction at Hoterl 101 

Suryakerncana Bogor", wherrer ther variablers of serrvicer quality, pricer and location 

simultanerously haver a positiver and significant erfferct on customerr satisfaction. 
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CONCLUSION 

 

1. Ther serrvicer quality variabler doers not afferct customerr satisfaction. This merans that if ther 

serrvicer quality is improverd, therrer will ber no erfferct on customerr satisfaction at ther K-24 

Kertilerng Raya Pharmacy in Sermarang City. 

2. Ther pricer variabler has a significant erfferct on customerr satisfaction. Which merans that 

whern ther pricer givern by ther K-24 Kertilerng Raya Pharmacy in Sermarang City is in 

accordancer with customerr dersirers, it will afferct customerr satisfaction. 

3. Ther location variabler has a significant erfferct on customerr satisfaction. This merans that 

whern ther location of ther K-24 Kertilerng Raya Pharmacy in Sermarang City is good, stratergic 

and has ther facilitiers dersirerd by customerrs, it will afferct customerr satisfaction. 

4. Ther serrvicer quality, pricer and location variablers for customerrs of ther K24 Kertilerng Raya 

Pharmacy in Sermarang City simultanerously afferct customerr satisfaction at ther K24 

Kertilerng Raya Pharmacy in Sermarang City 
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