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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan, harga
dan promosi terhadap kepuasan pelanggan pada PT. Charisma Rasa Sayang Tour &
Travel, baik secara simultan maupun parsial. Jenis penelitian yang digunakan dalam
penelitian ini adalah deskriptif kuantitatif. Populasi pada penelitian ini adalah
pelanggan tetap PT. Charisma Rasa Sayang Tour & Travel sebanyak 102 orang.
Teknik pengambilan sampel menggunakan purposive sampel sebanyak 81 responden.
Metode analisis data yang digunakan untuk menjawab hipotesis adalah analisis regresi
linier berganda. Berdasarkan hasil penelitian, secara parsial kualitas pelayanan, harga
dan promosi berpengaruh terhadap kepuasan pelanggan. Secara simultan, kualitas
pelayanan, harga dan promosi berpengaruh terhadap kepuasan pelanggan. Nilai
Kocfisien determinasi (adjusted R*) yang di peroleh sebesar 0,543 atau 54,3%, artinya
kemampuan variabel kualitas pelayanan, harga dan promosi dalam menjelaskan
variabel kepuasan pelanggan adalah sebesar 54,3% sedangkan sisanya yaitu sebesar
45,7% dijelaskan oleh variabel lain yang tidak diteliti dalam penelitian ini.

Kata kunci: Kualitas Pelayanan, Harga, Promosi, Kepuasan Pelanggan
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ABSTRACT

This study aims to determine the influence of service quality, price and
promotion toward customer satisfaction on PT. Charisma Rasa Sayang Tour & Travel,
both simultaneously and partially. The type of research used in this study is descriptive
quantitative. The population in this study were all regular customers of PT. Charisma
Rasa Sayang Tour & Travel, which are 102 customers. The sampling technique used
purposive sampling as many as 81 respondens. The data analysis method used to
answer the hypothesis is multiple linear regression analysis. Based on the results of
the study, partially, service quality, price and promotion have an effect on customer
satisfaction. Simultaneously, service quality, price and promotion have an effect on
customer satisfaction. The value of coefficient of determination (adjusted R?) obtained
by 0.543 or 54,3%, meaning that customer satisfaction is explained by service quality,
price and promotion as much as 54,3%, while the remaining 45,7% is explained by
other variables not examined in this rescarch.

Kata kunci: Service Quality, Price, Promotion, Customer Satisfaction
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