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ABSTRACT

This study aims to examine and analyze the effect of product quality. service
quality and price on the customer satisfaction of display advertising service from
PT XYZ. The research design used was quantitative with survey methods. The
sampling method used was non-probability sampling. From a population of 119
customers, 55 respondents met the criteria to be the sample. The method of
analysis used in this study is multiple linear regression. The result shows that the
variable such as product quality and service quality partially were significantly
give effect to customer satisfaction. In other hand, price partially was not
significantly give effect to customer satisfaction. Simultaneously, the three
independent variables (product quality, service quality, price) give significant
effect to customer satisfaction. The future research can examine and analyze other
Jactors which give effect to customer satisfaction and also will give impact 1o
revenue of display advertising PT XYZ.

Keyword : product quality, service quality, price, customer satisfaction, display
advertising
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ABSTRAK

Penelitian ini bertujuan menguji dan menganalisis pengaruh Kualitas
produk. kualitas pelayanan dan harga terhadap Kepuasan pelanggan (pengiklan)
layanan display advertising PT XYZ. Desain penelitian yang digunakan adalah
kuantitatif dengan metode survey. Dari populasi 119 pelanggan (pengiklan), 55
responden memenuhi Kriteria sebagai sampel. Metode analisis yang digunakan
dalam penelitian ini adalah regresi linear berganda. Hasil penelitian menunjukkan
bahwa variabel kualitas produk dan kualitas pelavanan secara parsial berpengaruh
signifikan terhadap kepuasan pelanggan (pengiklan), sedangkan variabel harga
secara parsial tidak berpengaruh signifikan terhadap kepuasan pelanggan. Secara
simultan, ketiga varibel bebas kualitas produk, kualitas pelayanan dan harga
berpengaruh signifikan terhadap kepuasan pelanggan (pengiklan) layanan display
advertising PT XYZ. Saran untuk penelitian selanjutnya adalah dilakukannya
penelitian pengaruh faktor lain yang dapat mempengaruhi kepuasan pelanggan,
yang pada akhirnya akan berdampak langsung terhadap revenue display
advertising PT XYZ.

Kata kunci: kualitas produk, kualitas pelayanan, harga, kepuasan pelanggan,
display advertising
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