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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh dari kualitas produk dan 

kualitas pelayanan terhadap kepuasan pelanggan dalam menggunakan Operator 

seluler IM3. Penelitian ini juga bertujuan untuk mengetahui seberapa 

dominannya pengaruh yang ditimbulkan oleh kualitas produk dan kualitas 

pelayanan dalam mencapai suatu kepuasan pelanggan. Data yang diperoleh 

dalam penelitian ini adalah data primer dengan menyebar kuesioner kepada 100 

responden, wawancara serta dengan melakukan observasi lapang. Teknik 

analisis yang digunakan adalah dengan menggunakan analisis regresi linear 

berganda dengan bantuan perangkat lunak versi 17.0 dengan metode enter. 

 

Hasil dari penelitian ini menunjukkan bahwa kualitas produk dan kualitas 

pelayanan sangat berpengaruh terhadap kepuasan pelanggan. Hal ini terlihat dari 

data yang telah diolah dimana kecenderungan konsumen dalam mencapai 

kepuasan, mereka akan memperhatikan kualitas dari produk yang ditawarkan 

serta pelayanan yang diberikan.  

 

 

 Kata Kunci : Kualitas Produk, Kualitas Pelayanan, Kepuasan Pelanggan, Operator Seluler IM3 
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ABSTRACT 

This study aimed to analyze the effect of product quality and service quality to 

customer satisfaction in using the IM3 celluler carrier. This study also aims to 

determine the effect dominancy caused by the product quality and service 

quality in achieving customer satisfaction. The data obtained in this study is 

primary data collected by spreading questionnaires to 100 respondents, 

interviews and field observations. The analysis technique used in this study is 

multiple linear regression analysis using software version 17.0 with the enter 

method. 

 

The result of this study indicate that the product quality and service quality 

greatly affect customer satisfaction. This result is assumed in the processed data 

which reflected the customer trends in paying attention to the offered product 

quality and service quality in order to achieve satisfaction. 

 

 

 

Keywords : Product Quality, Service Quality, Customer Satisfaction, IM3 Cellular 

carrier 

2
Student of Bakrie University, Management Major 

 

 

 

 

 

 



 

viii 

 

DAFTAR ISI 

 

HALAMAN JUDUL .............................................................................................................  i 

HALAMAN ORISINALITAS ..............................................................................................  ii 

LEMBAR PENGESAHAN PEMBIMBING ........................................................................  iii 

KATA PENGANTAR ..........................................................................................................  iv 

HALAMAN PERSETUJUAN PUBLIKASI TUGAS AKHIR ............................................  v 

ABSTRAK ............................................................................................................................  vi 

ABSTRACT ..........................................................................................................................  vii 

DAFTAR ISI .........................................................................................................................  viii 

 

BAB I PENDAHULUAN .....................................................................................................  1 

1.1 Latar Belakang ................................................................................................................  1 

1.2 Identifikasi Masalah ........................................................................................................  6 

1.3 Rumusan Masalah ...........................................................................................................  7 

1.4 Tujuan Penelitian ............................................................................................................  7 

1.5 Batasan Penelitian ...........................................................................................................  8 

1.6 Manfaat Penelitian ..........................................................................................................  8 

BAB II TINJAUAN PUSTAKA, KERANGKA PEMIKIRAN ...........................................  9 

2.1 Kajian Penelitian Sebelumnya ........................................................................................  9 

2.2 Kualitas Produk ...............................................................................................................  10 

2.3 Kualitas Pelayanan ..........................................................................................................  13 

2.4 Kepuasan Pelanggan .......................................................................................................  14 

2.5 Kerangka Pikiran .............................................................................................................  16 

2.6 Hipotesis ..........................................................................................................................  17 



 

ix 

 

 

BAB III METODE PENELITIAN........................................................................................  18 

3.1 Variabel Penelitian ..........................................................................................................  18 

3.2 Definisi Operasional........................................................................................................  18 

3.3 Populasi, Sampel, dan Teknik Pengambilan Sampel ......................................................  20 

3.4 Jenis dan Sumber Data ....................................................................................................  21 

3.5 Metode Pengumpulan Data .............................................................................................  21 

3.6 Teknik Analisis ...............................................................................................................  22 

3.7 Metode Analisis Data ......................................................................................................  23 

BAB IV HASIL DAN PEMBAHASAN ..............................................................................  26 

4.1 Latar Belakang Responden .............................................................................................  26 

4.2 Uji Validitas ....................................................................................................................  27 

4.3 Uji Reliabilitas ................................................................................................................  28 

4.4 Analisis Deskriptif ..........................................................................................................  29 

4.5 Hasil Analisis Penelitian .................................................................................................  34 

4.6 Analisis Regresi Linear Berganda ...................................................................................  38 

4.7 Pembahasan .....................................................................................................................  40 

BAB V KESIMPULAN DAN SARAN ................................................................................  44 

5.1 Kesimpulan .....................................................................................................................  44 

5.2 Saran ................................................................................................................................  45 

DAFTAR PUSTAKA ...........................................................................................................  47 

KUESIONER 

LAMPIRAN 

 

 



 

xi 

 

DAFTAR TABEL 

 

Tabel 1.2 ................................................................................................................................  5 

Tabel 2.1 ................................................................................................................................  10 

Tabel 3.1 ................................................................................................................................  19 

Tabel 4.1 ................................................................................................................................  26 

Tabel 4.2 ................................................................................................................................  27 

Tabel 4.3 ................................................................................................................................  28 

Tabel 4.4 ................................................................................................................................  29 

Tabel 4.5 ................................................................................................................................  31 

Tabel 4.6 ................................................................................................................................  33 

Tabel 4.7 ................................................................................................................................  38 

 



 

x 

 

DAFTAR GAMBAR 

 

Gambar 2.1 ............................................................................................................................  16 

Gambar 4.1 ............................................................................................................................  35 

Gambar 4.2 ............................................................................................................................  35 

Gambar 4.3 ............................................................................................................................  37 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


	Cover Utama
	Halaman judul dll

