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ABSTRAK 

Kepuasan pelanggan ialah gabungan dari kegembiraan dan kekecewaan 

individu yang didapat dari penilaian hasil kinerja pada kaitannya dengan antisipasi 

mereka. Kepuasan dipengaruhi berbagai faktor, termasuk kualitas produk dan 

layanan. Tujuan atas penelitian ini ialah guna mengetahui ada atau tidaknya 

kualitas produk serta layanan mempengaruhi kepuasan konsumen PDAM di 

Surabaya Barat. Penelitian ini mempergunakan sampel sejumlah 100 responden. 

Untuk teknik pengumpulan data mempergunakan data primer dan kuisioner, 

kemudian diuji dengan mempergunakan validitas serta reliabilitas. Teknik analisis 

data yakni mempergunakan analisis regresi linear berganda dan uji t. 

 Temuan penelitian menjelaskan bahwasanya pada temuan penelitian 

variabel Kualitas Pelayanan (X1) memberi pengaruh positif terhadap kepuasan 

pelanggan (Y). Dan variabel Kualitas Produk (X2) memberi pengaruh positif 

terhadap kepuasan pelanggan (Y). Pada nilai R Square senilai 0,529 dimana 

berarti menunjukkan bahwasanya kontribusi variabel kualitas pelayanan serta 

kualitas produk terhadap kepuasan pelanggan ialah senilai 52,9%. Sementara 

sisanya 47,1% dipengaruhi variabel lain. 

 

Kata Kunci: Kualitas Pelayanan, Kualitas Produk, Kepuasan Pelanggan 
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ABSTRACT 

Customer satisfaction is a combination of individual joy and disappointment 

derived from the assessment of performance outcomes in relation to their 

anticipations. Satisfaction is influenced by various factors, including product and 

service quality. The purpose of this research is to determine whether or not 

product and service quality affect customer satisfaction of PDAMs in West 

Surabaya. This study used a sample of 100 respondents. For data collection 

techniques using primary data and questionnaires, then tested using validity also 

reliability. The data analysis technique is to use multiple linear regression 

analysis and t test. 

 The research findings explain that the research findings of the Service 

Quality variable (X1) have a positive influence on customer satisfaction (Y). And 

the Product Quality variable (X2) has a positive influence on customer 

satisfaction (Y). The R Square value is 0.529, which means it shows that the 

contribution of the service quality and product quality variables to customer 

satisfaction is 52.9%. While the remaining 47.1% is influenced by other variables. 

 

Keywords: Service Quality, Product Quality, Satisfaction Customer 


