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ABSTRAKSI

Penelitian ini membahas tentang pengaruh kualitas pelayanan dan harga
terhadap kepuasan pelanggan. Tujuan penelitian ini untuk mengetahui seberapa besar
pengaruh kualitas pelayanan dan harga provider internet merek IndiHome dan
MyRepublic. Penelitian ini dilakukan kepada seluruh pelanggan provider internet
IndiHome dan MyRepublic yang berlangganan di bulan Maret 2021 dengan paket 30
Mbps di Wilayah Jakarta Pusat. Penelitian ini menggunakan metode kepustakaan dan
metode lapangan. Penelitian ini diolah menggunakan SPSS 26.

Hasil penelitian menunjukkan adanya pengaruh variabel kualitas pelayanan
terhadap kepuasan pelanggan dari hasil uji t, dimana t hitung = 3,336 lebih besar dari
t table = 1,98761 atau (3,336 > 1,98761) dan adanya pengaruh harga terhadap
kepuasan pelanggan dari hasil uji t, dimana t hitung = 5,774 lebih besar dari t table =
1, 98761atau (5,774 > 1, 98761). Dan dari hasil uji koefisien determinasi variabel
kualitas pelayanan dan harga mempengaruhi kepuasan pelanggan sebesar 29,6% dan
sisanya 70,4% di pengaruhi oleh aspek lain. Dan dapat disimpulkan terdapat
pengaruh yang rendah dari variabel motivasi dan persepsi kualitas pelayanan dan
harga terhadap kepuasan pelanggan.

Kata kunci : Kualitas Pelayanan, Harga, Kepuasan Pelanggan, Provider Internet
,IndiHome, MyRepublic
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ABSTRACT

This study discusses the influence of service quality and price of customer
satisfaction. The purpose of this study was to determine magnitude of the influence of
service quality and price of the customer satisfaction of IndiHome and MyRepublic
Internet Provider. This research was conducted on all customers of IndiHome and
MyRepublic internet providers who subscribed in March 2021 with a 30 Mbps
package in the Central Jakarta Area. This research used the literature method and
the field method. This research was processed using SPSS 26.

The result showed the influence of service quality on customer satisfaction
from the t test results, where t arithmetic = 3,336 is greater than t table = 1, 98761or
(3,336 > 1, 98761) and there was an affect of price on customer satisfaction from the
t test results, where t arithmetic = 5,774 is greater than t table = 1, 98761or (5,774 >
1, 98761). And from the test result the coefficient of determination of service quality
and price variables affect customer satisfaction by 29,6% and the remaining 70,4% is
influenced by other aspects. It can be concluded that there is a low effect of the
service quality and price on customer satisfaction.

Keywords : Service Quality, Price, Customer Satisfaction, Provider Internet,
IndiHome, MyRepublic
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