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ABSTRACT

Nevia Lutfi Annisa. 302 12 11 065. Effect of Service Excellence, Trust, and
Promotion of the Customer Satisfaction to Customer PDAM Tirta Bangka
Sungailiat.

The background of this research is based on the phenomenon that exists
shows that service excellence, trust and promotion can affect customer
satisfaction. The aim of research is to find out and get a the studies of service
excellence, trust and promotion to customer satisfaction at PDAM Tirta Bangka
customer in Sungailiat.

This study is a descriptive and quantitative with a total sample of 326
respondent , while the sampling method used the cluster sampling . In this study,
the independent variables were composed of service excellence, trust, promotion
and customer satisfaction dependent variable. The instrument tests had used the
validity, reliability, while the method of data analysis applied multiple regression
analysis, t-test, F and coefficient of determination ( R2).

The results of study of independent variables (Service Excellent)
obtained t (3.245) > T table ( 1,967), variabel (Trust) t hitung ( 2.147) > Ttablel
(1,967 ) and (Promotion) t hitung ( 2,552 ) > T table ( 1,967 ). Then X1 variable (
service excellent ) was partial effect on variable Y (customer satisfaction ), X2 (
trust) was partial effect on variable Y (customer satisfaction ), and X3 (promotion
) was partially influental in variable Y (customer satisfaction). The results showed
that F test Fhitung ( 76.777 ) > F table ( 2.632 ), while the significance of 0.000
< independent variable was ( service excellence, trust and promotion) together or
simultaneously affected the dependent variable (customer satisfaction)
significantly. The results of the analysis of the coefficient of determination ( R2 )
showed that the independent variable ( service excellence, trust and promotion)
affected the dependent variable (customer satisfaction) of 41.7 % and the
remaining 58.3 % influenced other variables outside the research..

Keywords : Service Excellence, Trust, Promotion and Customer Satisfaction



ABSTRAK

Nevia Luthfi Annisa. 302 12 11 065. Pengaruh Service Excellent, Trust, dan
Promotion terhadap Customer Satisfaction pada Pelanggan PDAM Tirta
Bangka Sungailiat.

Penelitian ini dilatar belakangi berdasarkan fenomena yang ada
menunjukan bahwa service excellent, trust dan promotion dapat mempengaruhi
customer satisfaction. Tujuan penelitian ini adalah untuk mengetahui dan
mendapatkan kajian tentang service excellent, trust dan promotion terhadap
customer satisfaction pada pelannggan PDAM Tirta Bangka Sungailiat.

Penelitian ini merupakan penelitian desktiptif dan kuantitaif dengan
jumlah sampel sebanyak 326 responden, sedangkan metode pengambilan
sampelnya menggunakan cluster sampling. Pada penelitian ini variabel bebasnya
adalah terdiri dari service excellent, trust dan promotion dan variabel terikatnya
customer satisfaction. Pengujian instrument menggunakan uji validitas, uji
reliabilitas, sedangkan metode analisa data menggunakan analisis regresi
berganda, uji t, Uji F dan koefisien determinasi (R?).

Hasil penelitian variabel independen X diperoleh thiwng (3,245) > Tiave
(1,967), variabel X, thitung (2,147) > Tiabel (1,967) dan X3 thitung (2,552) > Tiabe
(1,967). Maka variabel X, (service excellent) berpengaruh secara parsia terhadap
variabel Y (customer satisfaction), variabel X, (trust) berpengaruh secara parsial
terhadap variabel Y (customer satisfaction), dan variabel X3 (promotion)
berpengaruh secara parsial terhadap variabel Y (customer satisfaction). Hasil uji F
menunjukan bahwa Fritung (76,777) > Frape (2,632), sedangkan signifikansi 0,000 <
variabel independen ( service excellent, trust dan promotion) secara bersama-sama
atau simultan mempengaruhi variabel dependen (customer satisfaction) secara
signifikan. Hasil analisis koefisien determinasi (R*) menunjukan bahwa variabel
independen ( service excellent, trust dan promotion) mempengaruhi variabel
dependen (customer satisfaction) sebesar 41,7 % dan sisanya 58,3 % dipengaruh
variabel lain diluar penelitian.

Kata Kunci : Service Excdlent, Trust, Promotion dan Customer Satisfaction
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