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ABSTRACT

This research was conducted on Service Center Samsung Cikarang with the aim
to analyze the effect of product quality, promotion and price on customer
satisfaction. Data collection was done using a questionnaire and the analysis of
data using regression analysis were processed using the sofiware SPSS 22. The
results of the analysis of the data showed that: (i) product quality, real impact on
customer satisfaction, (ii) promotion on customer satisfaction significantly and
(i1i) price significant effect on the customer satisfaction. The third independent
variable (product quality, promotion and price) together and partsial all
significant fo it can be proved that the customer satisfaction hypotesis was
proved.

Kevwords : Product Quality, Promotion, Price, Customer Satisfaction.
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ABSTRAK

Penelitian ini dilaksanakan pada Service Center Samsung Cikarang dengan tujuan
untuk menganalisis pengaruh kualitas produk, promosi dan harga terhadap
kepuasan pelanggan. Pengumpulan data dilakukan menggunakan kuesioner
sedangkan analisa data menggunakan analisa regresi yang diolah menggunakan
software SPSS 22. Hasil analisis data menunjukkan bahwa : (i) kualitas produk,
berpengaruh nyata terhadap kepuasan pelanggan, (ii) promosi terhadap kepuasan
pelanggan berpengaruh nyata dan (i) harga berpengaruh nyata terhadap
kepuasan pelanggan. Ketiga variabel bebas (kualitas produk, promosi dan harga)
secara bersama dan parsial semuanya berpengaruh nyata untuk itu dapat
dibuktikan bahwa hipotesis kepuasan pelanggan dinyatakan terbukti.

Kata Kunci : Kualitas produk, Promosi, Harga, Kepuasan Pelanggan
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