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ABSTRAK

Pandemi covid-19 membuat perubahan yang sangat besar dalam aktifitas sosial manusia.
Penggunaan internetpun semakin tinggi dan semakin menjadi essensial karena hampir semua
kegiatan baik aktifitas kerja, pendidikan maupun sosial beralih menjadi daring. Penelitian ini ingin
mengukur seberapa puas pelanggan Telkomsel dalam menggunakan layanan internet dan
bagaimana implikasinya terhadap word of mouth. Dua variabel yang digunakan dalam mengukur
kepuasaan pelanggan Telkomsel dalam penelitian ini adalah service quality dan promosi. Populasi
dalam penelitian ini adalah pengguna Telkomsel di Jabodetabek dan sekitarnya yang telah
menggunakan minimal 1 tahun. Dalam penelitian ini, karena populasi yang sangat besar peneliti
memutuskan untuk mengambil sampel sebanyak 100 responden sesuai dengan pedoman teori
estimasi. Dalam penelitian ini digunakan metode analisis regresi linear dan model analisis jalur
(path analysis). Hasil uji menunjukkan bahwa service quality dan promosi memiliki pengaruh
terhadap kepuasan pelanggan dan memiliki hubungan yang sangat kuat. Kepuasan pelanggan juga
memberikan pengaruh signifikan terhadap word of mouth. Sementara itu service quality dan
promosi tidak memiliki pengaruh langsung terhadap word of mouth, namun jika dilakukan secara
simultan bersama kepuasan kepuasan pelanggan, menghasilkan pengaruh yang signifikan.

Kata kunci: Customer satisfaction, service quality, promotion, word of mouth dan Telkomsel
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ABSTRACT

COVID-19 pandemic has brought a huge change in human race social activities. The use of the
internet is higher and became essential. Activities such as work, education and social activities
have turned into online activities. This study wants to measure how satisfied Telkomsel customers
are in using internet services and what are the implications to word of mouth. In this study use two
variables to measure Telkomsel's customer satisfaction which are service quality and promotion.
Population in this study are Telkomsel users in Jabodetabek and surrounding areas who have used
internet service for at least 1 year. Due to the very large population, the researcher decided to take
a sample of 100 respondents that refer to the estimation theory guidelines. This research used linear
regression analysis with path analysis model. The results showcase that service quality and
promotion have a significant influence on customer satisfaction and have a very strong relationship
as well. Customer satisfaction also has a significant influence on word of mouth. Meanwhile,
service quality and promotion doesn’t have a direct implication on word of mouth but, if done
simultaneously with customer satisfaction, it has a significant impact.

Keywords: Customer satisfaction, service quality, promotion, word of mouth and Telkomsel
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