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ABSTRAKSI

Tujuan dari penelitian ini adalah menguji signifikansi pengaruh kualitas layanan
yang terdiri dari tangible, reliability, responsiveness, assurance, dan empathy
serta pengaruh harga terhadap kepuasan pelanggan di Waroeng Latte Madiun.
Berdasarkan penelitian ini uji t menunjukkan variabel tangible (t hitung 2,235) dan
empathy (t hitung 3,003) berpengaruh terhadap kepuasan pelanggan, sedangkan
variabel reliability (t hitung 0,272), responsiveness (t hitung -0,414) dan assurance
(thitung 0,245) tidak berpengaruh terhadap kepuasan pelanggan. Kualitas layanan
secara simultan dan harga berpengaruh terhadap kepuasan pelanggan.

Kata kunci : kualitas layanan, harga, kepuasan pelanggan.

ABSTRACTION

The aim of this study was to test the significance of the effect of quality of service
which consists of tangible, reliability, responsiveness, assurance, and empathy as
well as the effect of price on customer satisfaction in Waroeng Latte Madiun.
Based on this study t test showed tangible variable (t 2.235) and empathy (t 3.003)
effect on customer satisfaction, while variable reliability (t 0.272), responsiveness
(t -0.414) and assurance (t 0.245) no effect to customer satisfaction. The quality of
services simultaneously and the price effect on customer satisfaction.

Keywords: quality of service, price, customer satisfaction.
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