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ABSTRAK

Persaingan bisnis ritel yang semakin kompetitif menuntut perusahaan untuk mampu
meningkatkan kepuasan pelanggan melalui strategi pemasaran yang tepat.
Kepuasan pelanggan dipengaruhi oleh berbagai faktor, di antaranya promosi, harga,
dan kualitas layanan. Namun, hasil penelitian terdahulu mengenai pengaruh ketiga
variabel tersebut masih menunjukkan ketidakkonsistenan, serta belum banyak
penelitian yang mengkajinya pada pelanggan AZKO PTC Surabaya. Oleh karena
itu, penelitian ini bertujuan untuk menganalisis pengaruh promosi, harga, dan
kualitas layanan terhadap kepuasan pelanggan AZKO PTC Surabaya. Penelitian
ini menggunakan pendekatan kuantitatif dengan metode survei. Data primer
dikumpulkan melalui penyebaran kuesioner kepada 100 pelanggan AZKO PTC
Surabaya yang dipilih menggunakan teknik purposive sampling. Data dianalisis
menggunakan uji validitas, uji reliabilitas, analisis regresi linear berganda, uji t, uji
F, dan koefisien determinasi dengan bantuan program SPSS. Hasil penelitian
menunjukkan bahwa secara parsial promosi tidak berpengaruh signifikan terhadap
kepuasan pelanggan, sedangkan harga dan kualitas layanan berpengaruh positif dan
signifikan terhadap kepuasan pelanggan. Secara simultan, promosi, harga, dan
kualitas layanan berpengaruh signifikan terhadap kepuasan pelanggan.

Kata Kunci: promosi, harga, kualitas layanan, kepuasan pelanggan, AZKO PTC.
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ABSTRACT

The increasingly competitive retail business environment requires companies to
improve customer satisfaction through effective marketing strategies. Customer
satisfaction is influenced by various factors, including promotion, price, and
service quality. However, previous studies have reported inconsistent findings
regarding the effects of these variables, and limited research has specifically
examined their influence on customer satisfaction at AZKO PTC Surabaya.
Therefore, this study aims to analyze the effects of promotion, price, and service
quality on customer satisfaction at AZKO PTC Surabaya. This study employed a
guantitative research approach using a survey method. Primary data were
collected through questionnaires distributed to 100 customers of AZKO PTC
Surabaya selected using a purposive sampling technique. The data were analyzed
using validity and reliability tests, multiple linear regression analysis, t-test, F-test,
and coefficient of determination with the assistance of SPSS software. The results
indicate that, partially, promotion has no significant effect on customer satisfaction,
while price and service quality have a positive and significant effect on customer
satisfaction. Simultaneously, promotion, price, and service quality have a
significant effect on customer satisfaction.

Keywords: promotion, price, service quality, customer satisfaction, AZKO PTC.
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