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ABSTRAK

Penelitian ini dilakukan terhadap pelanggan Ekspedisi Wahana Express di Kota
Malang, dengan tujuan penelitian untuk mengetahui: (1) pengaruh kualitas layanan
terhadap kepuasan pelanggan, (2) pengaruh harga terhadap kepuasan pelanggan,
dan (3) variabel dominan yang memberikan pengaruh terhadap kepuasan
pelanggan. Penelitian ini- menggunakan pendekatan metode kuantitatif, melalui
analisis rentang skala dan analisis regresi linier berganda menggunakan alat bantu
Program SPSS 25, serta mengunakan sebanyak 140 responden. Penelitian ini
menggunakan Teknik non-probability sampling dengan pendekatan purposive
sampling. Dari hasil penelitian tersebut diperoleh hasil: (1) kualitas layanan
memiliki pengaruh positif dan signifikan terhadap kepuasan pelanggan, (2) harga
memiliki pengaruh negatif dan signifikan terhadap kepuasan pelanggan dan (3)
kualitas layanan adalah variabel dominan yang memberikan pengaruh terhadap
kepuasan pelangan.

Kata Kunci — Kualitas Layanan, Harga, Kepuasan Pelanggan
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IMPACT OF SERVICE QUALITY AND PRICE ON CUSTOMER
SATISFACTION
(Study at Wahana Express Expedition)

Syaifullah Fattah Perdana
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JIn. Raya Tlogomas No. 246 Malang
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ABSTRACT

This research was conducted on customers of the company, with the aim of
researching to know: (1) the impact of the quality of service on customer
satisfaction, (2) the influence of the price in terms of customer satisfying, and (3)
the dominant variables that affect the satisfaction of the customer. The study used
a quantitative method approach, through scale range analysis and double linear
regression analysis using the help of the SPSS 25 Program, and used as many as
140 respondents. This research uses non-probability sampling techniques with a
purposive sampler approach. The results of the research resulted: (1) the quality of
the service has a positive and significant impact on customer satisfaction, (2) the
price has a negative and significant effect on client satisfaction and (3) the service
quality is the dominant variable that affects customers satisfaction.

Kata Kunci — Service Quality, Price, Customer Satisfaction
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