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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh service excellence, promosi,
dan variasi produk terhadap kepuasan pelanggan di Jelita Cosmetics, dengan studi
kasus pada mahasiswa Fakultas Ekonomi dan Bisnis Universitas Wijaya Kusuma
Surabaya. Penelitian ini berlatar belakang pada pertumbuhan pesat industri
kosmetik Indonesia dan pentingnya strategi bisnis yang berfokus pada kepuasan
pelanggan untuk mempertahankan daya saing. Metode penelitian yang digunakan
bersifat kuantitatif dengan pengumpulan data melalui kuisioner dan studi pustaka.
Populasi penelitian adalah mahasiswa aktif Fakultas Ekonomi dan Bisnis
Universitas Wijaya Kusuma yang menjadi pelanggan Jelita Cosmetics, dengan
sampel sebanyak 75 responden yang dipilih menggunakan teknik simple random
sampling. Analisis data dilakukan menggunakan regresi linier berganda, uji
asumsi klasik, serta uji t dan uji f untuk pengujian hipotesis.

Hasil penelitian menunjukkan bahwa ketiga variabel independen, yaitu service
excellence, promosi, dan variasi produk, berpengaruh positif dan signifikan
terhadap kepuasan pelanggan, Service excellence memberikan kontribusi melalui
pelayanan yang ramah, responsif, dan profesional, sedangkan promosi
memengaruhi persepsi dan keputusan pembelian pelanggan melalui strategi yang
menarik seperti diskon dan program loyalitas. Variasi produk memainkan peran
penting dalam memenuhi kebutuhan pelanggan dengan menyediakan pilihan
produk yang beragam sesuai preferensi.

Kata Kunci : Service excellence, Promosi, Variasi Produk, Kepuasan Pelanggan
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ABSTRACT

This research aims to analyze the influence of service excellence, promotions and
product variations on customer satisfaction at Jelita Cosmetics, with a case study
of students at the Faculty of Economics and Business, Wijaya Kusuma University,
Surabaya. This research has a background in the rapid growth of the Indonesian
cosmetics industry and the importance of business strategies that focus on
customer satisfaction to maintain competitiveness. The research method used is
quantitative by collecting data through questionnaires and literature study. The
research population is active students of the Faculty of Economics and Business,
Wijaya Kusuma University who are customers of Jelita Cosmetics, with a sample
of 75 respondents selected using a simple random sampling technique. Data
analysis was carried out using multiple linear regression, classical assumption
tests, as well as t tests and f tests for hypothesis testing.

The research results show that the three independent variables, namely service
excellence, promotion and product variety, have a positive and significant effect
on customer satisfaction. Service excellence contributes through friendly,
responsive and professional service, while promotion influences customer
perceptions and purchasing decisions through strategy. interesting things such as
discounts and loyalty programs. Product variety plays an important role in
meeting customer needs by providing diverse product choices according to
preferences.

Keywords: Service excellence, Promotion, Product Variety, Customer
Satisfaction
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