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Abstrak 
 

Penelitian ini dilakukan dengan tujuan untuk menguji pengaruh dari 

Citra Merek, Harga, Promosi, Signal/jaringan Telepon, Loyalitas 

Pelanggan sebagai variabel independent terhadap Kepuasan 

Pelanggan sebagai variabel dependen. Penelitian ini menggunakan 

jenis penelitian kualitatif. Sampel penelitian ini adalah 100 

responden mahasiswa STIE Malangkucacwara. Metode analisis yang 

digunakan ialah analisis regresi linear berganda dengan terlebih 

dahulu melakukan uji asumsi klasik yang terdiri dari uji normalitas, 

uji multikolinearitas, uji autokorelasi dan uji heteroskedastisitas 

dengan SPPS ( Statistical Package For the Social Sciences) sebagai 

alat analisis. Hasil yang diperoleh dari penelitian ini adalah citra 

merek dan signal/jaringan telepon tidak berpengaruh signifikan 

terhadap kepuasan pelanggan sedangkan harga, promosi, dan 

loyalitas pelanggan berpengaruh signifikan terhadap kepuasan 

pelanggan. 

Kata Kunci : Citra Merek, Harga, Promosi, Signal/jaringan Telepon, 

Loyalitas Pelanggan, Kepuasan Pelanggan. 

  



 

 
 

Abstract 

 

This research was conducted with the aim of testing the effect of 

Brand Image, Price, Promotion, Telephone/Network Signals, 

Customer Loyalty as the independent variable to the customer as the 

dependent variable. This research uses a qualitative research type. 

The sample of this research is 100 student respondents of STIE 

Malangkucacwara. The analytical method used is multiple linear 

regression analysis by first doing the classical assumption test 

consisting of normality test, multicollinearity test, autocorrelation 

test and heteroscedasticity test with SPPS (Statistical Package For the 

Social Sciences) analysis tool. The results obtained from this study 

are brand image and telephone/network signal have no significant 

effect on customer satisfaction while price, promotion, and loyalty 

have a significant effect on customer satisfaction. 

Key words : Brand Image, Price, Promotion, Signal/Telephone 

Network, Customer Loyalty, Customer goals. 

  



 

 
 

KATA PENGANTAR 

 

 

Puji dan syukur penulis haturkan ke hadirat Tuhan Yang Maha Kuasa dan Roh 

Kudus, atas segala berkat dan anugerah sehingga penulis dapat menyelesaikan 

skripsi dengan judul : “Faktor-faktor yang Mempengaruhi Kepuasan Pelanggan 

Pengguna Kartu Telkomsel”. Skripsi ini disusun dengan tujuan untuk memenuhi 

salah satu syarat dalam memperoleh gelar Sarjana Ekonomi. 

Penulis menyadari bahwa masih terdapat kekurangan dalam skripsi ini dikarenakan 

terbatasnya pengalaman dan pengetahuan yang dimiliki penulis. Oleh karena itu, 

penulis mengharapkan segala bentuk masukan, kritik maupun saran yang bersifat 

membangun dari berbagai pihak. Semoga skripsi ini dapat bermanfaat bagi para 

pembaca dan semua pihak khususnya dalam bidang manajemen pemasaran. 

 

  



 

 
 

DAFTAR ISI 
 

Daftar Isi........................................................................................................... viii 

Daftar Tabel ..................................................................................................... x 

Daftar Gambar .................................................................................................. xi 

Daftar Lampiran ............................................................................................... xii 

BAB I PENDAHULUAN ................................................................................ 1 

1.1 Latar Belakang ............................................................................... 1 

1.2 Rumusan Masalah .......................................................................... 3 

1.3 Tujuan Penelitian ........................................................................... 3 

1.4 Manfaat Penelitian ......................................................................... 3 

BAB II TINJAUAN PUSTAKA ...................................................................... 5 

2.1 Tinjauan Teori ................................................................................ 5 

2.1.1 Kepuasan Pelanggan ........................................................ 5 

2.1.2 Citra Merek ...................................................................... 9 

2.1.3 Harga ............................................................................... 9 

2.1.4 Promosi ............................................................................ 13 

2.1.5 Signal/Jaringan Telepon .................................................. 15 

2.1.6 Loyalitas Pelanggan......................................................... 15 

2.2 Tinjauan Penelitian Terdahulu ....................................................... 17 

2.3 Model Konseptual Penelitian ......................................................... 21 

2.4 Pengembangan Hipotesis ............................................................... 21 

BAB III METODE PENELITIAN................................................................... 25 

3.1 Jenis Penelitian ............................................................................... 25 

3.2 Populasi dan Sampel ...................................................................... 25 

3.2.1 Populasi ........................................................................... 25 

3.2.2 Sampel ............................................................................. 25 

3.3 Variabel, Operasional dan Pengukuran .......................................... 26 

3.4 Metode Pengumpulan Data ............................................................ 29 

3.5 Metode Analisis .............................................................................. 30 

3.5.1 Uji Validitas..................................................................... 30 



 

 
 

3.5.2 Uji Reliabilitas ................................................................. 31 

3.5.3 Analisis Statistik Deskriptif ............................................. 31 

3.5.4 Uji Asumsi Klasik ........................................................... 32 

3.5.5 Pengujian Hipotesis ......................................................... 34 

BAB IV HASIL PENELITIAN ....................................................................... 37 

4.1 Gambaran Umum Objek Penelitian ............................................... 37 

4.2 Analisis Deskriptif .......................................................................... 38 

4.3 Pengujian Model dan Hipotesis ...................................................... 46 

4.4 Pembahasan .................................................................................... 56 

BAB V PENUTUP ........................................................................................... 59 

5.1 Kesimpulan ..................................................................................... 59 

5.2 Kontribusi Penelitian ...................................................................... 59 

5.3 Keterbatasan Penelitian .................................................................. 59 

5.4 Saran ............................................................................................... 59 

DAFTAR PUSTAKA ...................................................................................... 61 

  



 

 
 

DAFTAR TABEL 
 

 

Tabel 2.1 Penelitian Terdahulu ........................................................................ 17 

Table 3.1 Operasional Variabel........................................................................ 26 

Table 4.1 Deskripsi Responden Berdasarkan Jenis Kelamin ........................... 39 

Table 4.2 Deskripsi Responden Berdasarkan Usia .......................................... 39 

Table 4.3 Deskripsi Data Variabel Citra Merek............................................... 40 

Table 4.4 Deskripsi Data Variabel Harga ........................................................ 41 

Table 4.5 Deskripsi Data Variabel Promosi ..................................................... 42 

Table 4.6 Deskripsi Data Variabel Signal/Jaringan Telepon ........................... 43 

Table 4.7 Deskripsi Data Variabel Loyalitas Pelanggan ................................. 43 

Table 4.8 Deskripsi Data Variabel Kepuasan Pelanggan................................. 44 

Tabel 4.9 Hasil Uji Analisis Deskriptif ............................................................ 45 

Tabel 4.10 Hasil Uji Validitas .......................................................................... 47 

Table 4.11 Hasil Uji Realibilitas ...................................................................... 48 

Table 4.12 Hasil Uji Multikolinieritas ............................................................. 50 

Table 4.13 Hasil Uji Autokorelasi ................................................................... 52 

Table 4.14Hasil Uji Regresi Linear Berganda ................................................. 52 

Tabel 4.15 Hasil Uji Parsial (Uji T) ................................................................. 54 

Table 4.6 Hasil Uji Koefisien Determinasi (R Square) .................................... 55 

 

  



 

 
 

DAFTAR GAMBAR 
 

 

Gambar 2.1 Kerangka Konseptual ................................................................... 21 

Gambar 4.1 Hasil Uji Normalitas..................................................................... 49 

Gambar 4.3 Hasil Uji Heteroskedastisitas ....................................................... 51 

  



 

 
 

DAFTAR LAMPIRAN 
 

 

Lampiran 1 ....................................................................................................... 62 

Lampiran 2 ....................................................................................................... 66 

 

 


