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Abstract: The study was conducted to describe user satisfaction of web-based technology 
applications (user satisfaction), the use of web-based technology applications 
(application use) and the influence of user satisfaction on application use. Data collection 
used a questionnaire in the form of a Google form distributed to 30 respondents. The 
results of the regression test on the user satisfaction and application use variables 
obtained a constant value (a) of 7.388 and a user satisfaction coefficient of 0.569 so that 
the regression model is: Y = a + bX or 7.388 + 0.569X. A positive constant value of 7.388 
indicates a positive influence of the user satisfaction variable or if the user satisfaction 
variable increases, the application use variable will also increase. The regression 
coefficient X of 0.569 states that if user satisfaction increases by 1 unit, then application 
use (Y) will increase by 0.569 or 56.9%. The results of the regression test on the user 
satisfaction and application use variables also obtained an F count of 4.209 and a 
significance level of 0.007. These results also indicate that the regression equation can be 
used to predict the application use variable. User satisfaction can be used to measure the 
success of using information technology-based applications (application use) and has a 
strong influence on application use. 
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Introduction  

 
In 1996, PT Telkom launched the Telkomnet dial-up 

service in Indonesia, and in 1999, Soma.com emerged as 
the first digital pharmacy service application 
(Kurniawan & Rojabi, 2026). As public trust in 
technology for healthcare services, online drug sales, 
and more grew (Almeman, 2024), healthcare services 
using web-based applications also developed. 
Currently, many healthcare applications utilize web 
technology to provide healthcare services, such as 
Halodoc, Alodokter, Klikdokter, Riliv, Good Doctor, 
sehatQ, Kalm, and others. 

The use of web technology is also necessary to 
address customer issues (Makgopa, 2024) and meet 
customer needs (Sadiq et al., 2022). The increasing 
dependence of telephone users on online pharmacy 
platforms necessitates the development of web-based 
services (Almeman, 2024) worldwide. Web-based 
pharmaceutical service applications that have emerged 

in Indonesia include PharmaGO, Vmedis, K24, 
Farmaku.com, Farmacare.id, Apoteker.net, TitanSystem 
Pharmacy, Apotekdigital.com, and others. A quality 
web-based application is one that attracts visitors, has a 
clear purpose, presents real-time information, is secure, 
efficient, and accessible at any time (Wulansari et al., 
2021). These expectations have not yet been fully 
realized, given the public's dependence on web-based 
applications (Almeman, 2024). 

The use of information technology to support 
service development using applications remains 
hampered (Widhiarso, 2021), and is faced with the 
limitations of the applications themselves (Li et al., 
2024). The public remains concerned about the risks of 
using technology (Sabat, 2020), while risk assessment of 
services from a technological perspective is also limited 
(Ilkic et al., 2024). Other problems in the use of 
information technology also occur during information 
system updates, ransomware attacks (Ilieva et al., 2022), 
the prevalence of identity fraud, human error, 
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incomplete data input (Ilkic et al., 2024), and issues 
related to information security (Smith, 2016). 
Performance measurements of web-based applications 
implemented in pharmaceutical services are still limited 
(Wulansari et al., 2021), while factors influencing 
technology use by pharmacists have not been widely 
explored (Cobelli et al., 2024). 

These conditions require a study of the use of 
technology-based applications, which is also related to 
the attitudes demonstrated by application users (user 
satisfaction). Therefore, the study of the use of web-
based applications is linked to application user 
satisfaction and its influence on application use. User 
satisfaction is the response and feedback generated by 
users after using an information system. User attitudes 
toward an information system are subjective criteria that 
determine how much users like the system (Saputro et 
al., 2016)). User satisfaction is measured based on repeat 
visits, repeat purchases, and user surveys (DeLone & 
McLean, 2003). 

In this regard, we will measure user satisfaction and 
application use variables to provide an overview of both 
variables and their interrelationship. This study aims to 
describe user satisfaction of web-based applications, 
application use, and the influence of user satisfaction on 
application use. 

 
Method  
 

The study was conducted on users of telepharmacy 
service applications in Indonesia. The sample size was 
30 users of telepharmacy service applications such as 
Halodoc, Alodokter, Klikdokter, Riliv, Good Doctor, 
sehatQ, Kalm, Kimia Farma, and others. The instrument 
used in the study was a questionnaire with Likert-type 
answers. The research instrument underwent validity 
and reliability testing, and the test results were declared 
valid and reliable. 

Data collection used a Google Form distributed to 
respondents who were users of telepharmacy service 
applications. Data analysis used in this study. Data 
presentation was carried out by displaying information 
containing an overview of user satisfaction, application 
use, and the influence of user satisfaction on application 
use. Prior to data analysis, the normality test for user 
satisfaction and application use data was performed 
using the Shapiro-Wilk normality test because the data 
were less than 50. 

The normality test for user satisfaction data yielded 
a significance (p-value) of 0.003, and for application use 
data, a significance (p-value) of 0.002. These values are 
less than an alpha of 0.05, so it can be concluded that the 
data is not normally distributed. 

The results of the normality test serve as a reference 
for conducting statistical tests, interpreting the data, and 
drawing conclusions to address the research problem. 
After conclusions are drawn, data verification is 
conducted to ensure the research results are truly 
accountable. Data verification is a repetitive activity to 
examine the data and confirm the research results. 

 

Result and Discussion 
 
Result 

The regression test results for the user satisfaction 
and application use variables yielded a constant value 
(a) of 7.388 and a user satisfaction coefficient of 0.569. 
Therefore, the regression model is: Y = a + bX or 7.388 + 
0.569X. The positive constant value of 7.388 indicates a 
positive influence of the user satisfaction variable, thus 
indicating that an increase in user satisfaction will be 
followed by an increase in application use. 

The regression coefficient X of 0.569 means that if 
user satisfaction increases by one unit, application use 
(Y) will increase by 0.569, or 56.9%. This result aligns 
with Mardiana et al. (2015) opinion, which states that 
user satisfaction is used to measure the success of 
application use. 
 
Table 1. The Influence of User Satisfaction on 
Telepharmacy Application Use in Indonesia. 

Constan Coefisient Sig R Square F 

7.388 0.569 0.007 0.467 4.209 

 
The regression test results yielded a calculated F-

value of 4.209 and a significance level of 0.007. This F-
value is less than α 0.05, concluding that user satisfaction 
has a significant influence on application use. This aligns 
with Mahendra et al. (2020), who stated that user 
satisfaction has a strong influence on application use. 

The calculated F-value of 4.209 and a significance 
level of 0.007 also indicate that the regression equation 
can be used to predict application use. The R-square 
value of 0.467 indicates that the percentage influence of 
user satisfaction on application use is 0.467, or 46.7%. 
The remaining 50.33% is influenced by factors outside 
the system quality variable. User satisfaction is the 
response and feedback after using an information 
system (Saputro et al., 2016). This response arises from 
ease of access, customer trust, and loyalty programs, 
which encourage users to visit the application (repeat 
visits) to seek information. 

Web-based applications often store purchase 
histories, making it easier for users to reorder or make 
repeat purchases. Features like drug search, drug 

information, order tracking, online payment, and other 
conveniences encourage repeat purchases among users 
of IT-based applications. To gather user feedback on 
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their experience using an application, user surveys can 
be conducted to determine satisfaction with the 
application's functions, as presented in the form of 
service features. Satisfaction surveys can also be 
conducted to determine user needs and expectations 
regarding the application. 

When user needs or expectations are met through 
an application, they will generate enjoyment. A pleasant 
experience while using an application will also have a 
positive impact, and this experience will ultimately lead 
to user satisfaction with IT-based applications. 

 
Discussion 

Telepharmacy is an innovative approach that 
utilizes telecommunications and technology to provide 
remote pharmacy services (Ghozali, 2024). 
Telepharmacy can be defined as the provision of 
pharmacy services by registered pharmacists through 
telecommunications to patients remotely (Rahayu et al., 
2023). The telepharmacy approach addresses the 
growing need for greater accessibility, convenience, and 
cost-effectiveness in healthcare (Ghozali, 2024). 

Information about telepharmacy services, including 
medication therapy, chronic disease management, 
adherence monitoring, prescription medication 
monitoring, and more (Cobelli et al., 2024) 
Telepharmacy services are similar to general pharmacy 
services, including prescription assessment and service, 
dispensing, drug information services (PIO), counseling, 
home pharmacy care, drug therapy monitoring (PTO), 
and side effect monitoring (MESO) (Aryanto et al., 2023; 
Rahayu et al., 2023). 

Drug information services are provided by 
providing drug information and promotions through 
applications and providing information via social media 
(Aryanto et al., 2023). Drug therapy monitoring includes 
monitoring drug effectiveness, monitoring drug 
interactions, and monitoring side effects (Aryanto et al., 
2023). Suboptimal treatment often occurs due, in part, to 
inaccurate prescription writing (Adams et al., 2024). In 
telepharmacy, prescriptions can be written through an 
app and immediate feedback can be provided via 
WhatsApp messaging platforms, including dosage, 
duration, and frequency. Electronic prescribing (e-
prescribing) has the potential to reduce the number of 
errors that can occur with handwritten prescriptions 
(Smith, 2016). Electronic prescribing improves 
physicians' prescribing skills and helps prescribe the 
right medication for patients (Smith, 2016). 

Prescription assessment and service are carried out 
by receiving the prescription through the app, 
discussing the prescription using the app, the type of 
medication needed, the user's gender, and age  (Aryanto 
et al., 2023). Dispensing involves accepting medication 

orders through an app, accepting non-drug purchases 
through an app, delivering medication through staff, 
delivering through online services, providing close-
quarters medication delivery, remote medication 
delivery, free medication delivery, and paid medication 
delivery (Aryanto et al., 2023)). 

Counseling services include video chats with 
pharmacists, phone conversations with pharmacists, 
text chats with pharmacists, consultations with patients 
with chronic diseases, and consultations for special 
conditions (Aryanto et al., 2023). 

Telepharmacy in Indonesia is implemented using 
web-based applications. Application use is not simply 
an intention to use (intention of use), as intention to use 
is merely an attitude and cannot be considered actual 
behavior (Mardiana et al., 2015). A person's behavior in 
using the web (application use) can be measured using 
various models, one of which is the DeLone and McLean 
(D&M) model. 

Application use is the actual behavior when 
someone uses a web-based application. Application use 
is not merely an intention to use (intention of use), 
because intention to use is merely an attitude and cannot 
be considered actual behavior (Mardiana et al., 2015). 

User perceptions of ease of use are a fundamental 
driver of application use intention (Venkatesh & Davis, 
2000). Ease of use plays a positive and significant role in 
information system implementation, resulting in routine 
application use (Luo et al., 2024), while perceived 
benefits drive intention to use, leading to actual 
application use (Venkatesh & Davis, 2000). 

In addition to ease of use, perceived benefits are also 
a key driver of intention to use, ultimately leading to 
actual application use (Venkatesh & Davis, 2000). 
Understanding the factors influencing application use 
can be used by online pharmacists to develop 
appropriate business strategies to ensure increased 
adoption of new service innovations (Sabat, 2020). 

Application use brings numerous benefits to 
individuals and organizations based on the nature of the 
application's use for transactions and other purposes, 
ease of navigation, and the number of visits and 
purchases (DeLone & McLean, 2003). Application use is 
measured based on the dimensions of nature of use, 
navigation patterns, number of website visits, and 
number of transactions executed (DeLone & McLean, 
2003). 

Application use is measured based on the nature of 
use (DeLone & McLean, 2003). Users can use 
applications for various purposes, such as purchasing 
medication, searching for information, or using the 
information in the application to address health 
problems (Civan & Pratt, 2007). Users can also use 
applications for other purposes, as pharmacists' roles 
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extend beyond dispensing medication to assisting or 
monitoring patients at various stages of their health 
(Dores et al., 2024). Clinical pharmacists also play a non-
clinical role by conducting educational and research 
activities (AlSaad et al., 2021). 

Application use is measured based on navigation 
patterns (DeLone & McLean, 2003). Navigation patterns 
guide users through application features, including 
scrolling through pages, tabs, and expanding and 
collapsing application panels (Codina & Pérez-Montor, 
2016). The navigation patterns displayed in an 
application make it easier for users to find the 
information they need (Nadasan, 2016). The ease of 
system navigation is strongly related to the information 
available within the application (Zhang & Kim, 2022). 

Application usage is measured by the number of 
website visits (DeLone & McLean, 2003). The use of web-
based applications facilitates teleconsultation, which can 
improve service access (Kestin et al., 2024; Musso et al., 
2022). Application usage can also be determined by the 
frequency of daily use (Saputro et al., 2016). To increase 
the number of visits, application interfaces are updated, 
for example by adding real-time information features, 
visitor rooms, and so on (Wulansari et al., 2021). The 
adoption of telehealth services, including telepharmacy, 
saw a surge in customer numbers in 2019, increasing 
from 11% to 46% (Almeman, 2024). 

Application usage is measured by the number of 
transactions executed (DeLone & McLean, 2003). Web-
based applications can improve workflow efficiency by 
reducing non-service tasks (Cain et al., 2024). The use of 
applications makes services safer and more reliable, 
especially when purchasing prescription medications 
(Adjie et al., 2023). Customers prefer electronic 
transactions due to the ease of the shopping process, 
regardless of the amount (Ilieva et al., 2022). Digital 
transformation is marked by substantial growth in the 
digital pharmacy market, with a projected annual 
growth rate of 14.42% (Almeman, 2024). 

User satisfaction is an attitude determined based on 
experience and reflects a person's assessment of the 
performance received (Layongan et al., 2022). User 
satisfaction is the overall use of technology, as indicated 
by feelings of fulfillment and pleasure, as well as 
satisfaction with the software and decision-making 
(Malungana & Motsi, 2024). User satisfaction is 
influenced by service value (Setiawan, 2021). 

User satisfaction is the response and feedback 
generated by users after using an information system. 
User attitude toward an information system is a 
subjective criterion of how much the user likes the 
system (Saputro et al., 2016). User satisfaction is 
measured based on the dimensions of repeat visits, 

repeat purchases, and user surveys (DeLone & McLean, 
2003). 

User satisfaction is characterized by repeat visits 
(DeLone & McLean, 2003). User satisfaction can 
influence customer loyalty, which is demonstrated by 
repeat visits (Phonthanukitithaworn et al., 2020). 
Customer loyalty is related to service image, as a 
positive image can directly increase loyalty and user 
satisfaction (Phonthanukitithaworn et al., 2020). A 
pleasant experience when accessing web-based 
applications will increase visits to the application 
(Wulansari et al., 2021). 

User satisfaction is characterized by repeat 
purchases (DeLone & McLean, 2003). Users visit 
transactional websites to purchase specific products or 
seek information (Ilieva et al., 2022). One key aspect of 
digital transformation is the increasing reliance on 
online pharmacy platforms, which results in repeat 
purchases (Almeman, 2024). Concern about risk is a 
factor that prevents customers from purchasing 
healthcare products and services from online 
pharmacies, so efforts are needed to increase acceptance 
of app use (Sabat, 2020). 

User satisfaction is characterized by user surveys 
(DeLone & McLean, 2003). Healthcare consumers seek 
and use health information to address their health 
concerns (Civan & Pratt, 2007). Patients use apps to seek 
health-related information because the internet has 
become a primary means of communication for meeting 
their needs (Nadasan, 2016). User satisfaction surveys 
are conducted with individuals who have actually used 
the app, as application use should precede user 
satisfaction (Venkatesh & Davis, 2000). 
 

Conclusion  

 
User satisfaction can be used to measure the success 

of IT-based applications (application use). User 
satisfaction has a strong influence on application use. 
Using IT-based applications that store needed 
information makes it easier for users to revisit the 
application (repeat visits). IT-based applications also 
store purchase history, making it easier for users to 
reorder or make repeat purchases.  
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