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ABSTRACT

This research aims to determine the effect of Price, Quality of Service and Brand Image on
Customer Satisfaction of Alfamart Customer in using VSAT IP Broadband Quota service of PT
Telkomsat. Number of respondents in this research is 248 respondents who work in Alfamart retail
stores especially Jabodetabek area. The research method uses a questionnaire with SEM
(Structural Equation Modelling) data analysis which is described in PLS (Partial Least Square) -
SEM Application. The result of this research indicate that the Price variable has a positive and
significant effect on Customer Satisfaction. Quality of Service variable has a positive and
significant effect on Customer Satisfaction. Then the Brand Image variable also has a positive and
significant effect on Customer Satisfaction.

Keywords : Price, Quality of Service, Brand Image, Customer Satisfaction, Evaluation of PLS -
SEM Model
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh Harga, Kualitas Layanan dan Citra Merek
terhadap Kepuasan Pelanggan Alfamart dalam menggunakan layanan koneksi VSAT IP
Broadband Quota PT Telkomsat. Penelitian ini dilakukan terhadap responden sebanyak 248 toko
ritel Alfamart yang tersebar di area Jabodetabek. Metode pengumpulan data penelitian
menggunakan kuesioner dengan analisis data SEM (Structural Equation Modelling) yang di
jabarkan pada aplikasi Evaluasi Model PLS (Partial Least Square) - SEM . Hasil penelitian ini
menunjukan bahwa variabel Harga berpengaruh positif dan signifikan terhadap Kepuasan
Pelanggan. Variabel Kualitas Layanan berpengaruh positif dan signifikan terhadap Kepuasaan
Pelanggan. Sedangkan variabel Citra Merek juga berpengaruh positif dan signifikan terhadap
Kepuasaan Pelanggan.

Kata Kunci : Harga, Kualitas Layanan, Citra Merek,Kepuasan Pelanggan dan Evaluasi Model
PLS - SEM
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