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ABSTRAK

Tomy. 302 1211 113. Pengaruh Kualitas Pelayanan, Harga, Promosi, dan
Lokasi Terhadap Kepuasan Pelanggan Pada SIAM THAI SPA
Pangkalpinang.

Penelitian ini bertujuan untuk mengetahui pengaruh faktor kualitas
pelayanan, harga, promosi, dan lokasi terhadap kepuasan pelanggan pada SIAM
THAI SPA Pangkalpianang, agar pihak perusahaan lebih mudah mengetahui apa
saja yang diinginkan seoarang konsumen dalam melakukan sebuah kunjungan dan
melakukan terapi pada SIAM THAI SPA.

Penelitian ini merupakan penelitian deskriptif kuantitatif dengan jumlah
sampel sebanyak 333 responden, sedangkan teknik pengambilan sampel dengan
teknik non-probability sampling menggunakan metode purposive sampling. Pada
penelitian ini variabel bebasnya terdiri dari kualitas pelayanan, hara, promosi dan
lokasi sedangkan variabel terikatnya adalah kepuasan pelanggan. Pengujian
instrument menggunakan uji validitas dan uji reliabilitas, sedangkan metode
ar;alisis datamenggunakan analisis regresi linear berganda dengan uji t, uji F dan
R“.

Hasil penelitian variabel independen kualitas pelayanan (X;) diperoleh
thitung (5,359) > Tranel (1,967), variabel harga (X) diperoleh thiung (-4,371) < Tiapel
(1,967), variabel promosi (X3) diperoleh thitung (6,453) > Tianel (1,967), variabel
lokasi (X4) diperoleh thiwng (2,809) > Teper (1,967). Maka variabel kualitas
pelayanan (X;) berpengaruh secara parsial terhadap variabel kepuasan pelanggan
(Y), variabel harga (X) tidak berpengaruh secara parsial terhadap variabel
kepuasan pelanggan (Y), variabel promosi (X3) berpengaruh secra parsial
terhadap variabel kepuasan pelanggan (), dan variabel lokasi (X4) berpengaruh
secara parsial terhadap variabel kepuasan pelanggan () signifikansi adalah 0,000
< alpha pada taraf signifikansi 0,05, maka Ho ditolak dan Ha diterima yang
berarti variabel independen (kualitas pelayanan, promosi dan harga) secara
bersama-sama atau simultan mempengaruhi variabel dependen (kepuasan
pelanggan) secara positif dan signifikan, sedangkan variabel harga berpengaruh
negatif dan signifikan terhadap variabel kepuasan pelanggan. Hasil uji koefisien
determinasi (R?) menunjukkan Adjusted R Square 0,250 atau 25%, yakni berarti
variasi variabel kepuasan pelanggan dapat dijelaskan oleh variabel kualitas
pelayanan, harga, promosi dan lokasi, sisanya 75% dapat dijelaskan oleh variabel
lain diluar dari variabel penelitian.

Kata Kunci: Kualitas Pelayanan, Harga, Promosi, Lokasi dan Kepuasan
Pelanggan



ABSTRACT

Tomy. 302 1211 113. The Influence of Service Quality, Price, Promotion, and
Location on Customer Satisfaction at SIAM THAI SPA Pangkalpinang.

The purpose of this research is to determine the influence of service
quality, price, promotion, and location factors on customer satisfaction at SIAM
THAI SPA Pangkalpinang in order for it to be easier for the company to find out
what the costumers want during their visit at SIAM T'HAI SPA.

This is a descriptive quantitative research with a total sample of 333
respondents, chosen using non-probability sampling technique and purposive
sampling method. In this research, the independent variables consist of service
quality, price, promotion, and location, while the dependent variable is the
customer satisfaction. The research instruments are tested using validity test and
reliability test, while the data analysis method used is multiple linear regression
analysis with t-test, F-test and R®.

The research results show that for service quality (Xi), tvae(5.359) > tiapie
(1.967), for price (X2), tvaie (-4.371) < tiapee (1.967), for promotion (X3), the tyaie
(6.453) > tipe (1.967), and for location (Xs) the tyae (2.809) > tiape (1.967).
Therefore, service quality (X;) has partial effect on customer satisfaction variable
(Y), price (X2) has no partial effect on the customer satisfaction (Y), promotion
(X3) has partial effect on customer satisfaction (Y), and location (X4) has partial
effect on the customer satisfaction (Y). The significance is 0.000 < alpha at
significance level of 0.05, therefore HO is rejected and Ha is accepted, meaning
that the independent variables (service quality, promotion and location)
simultaneously have positive and significant effect on the dependent variable of
customer satisfaction, while price has negative and significant effect on customer
satisfaction. The determination coefficient (Ry) test result yields the Adjusted R
Square of 0.250 or 25%. Therefore, the variations of customer satisfaction can be
explained by service quality, price, promotion and location, while the remaining
75% can be explained by other variables outside the research variables.

Keywords: service quality, price, promotion, location, and customer satisfaction
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