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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh citra merek, kualitas produk
dan kualitas layanan terhadap kepuasan konsumen pengguna jaringan Telkomsel di
Purwokerto. Teknik pengambilan sampel menggunakan metode purposive sampling
dengan menggunakan rumus Lemes Show tingkat signifikasi 10%, dengan jumlah
responden sebanyak 123 responden yang diambil dengan menggunakan teknik
pengambilan data melalui kuesioner g-form. Analisis data menggunakan program SPSS
yang dianalisis dengan uji deskriptif, uji validitas, uji reliabilitas, uji asumsi Kklasik, uji
analisis regresi linear berganda, uji koefisien determinasi, uji f dan uji t. Hasil penelitian
menunjukkan bahwa variabel citra merek tidak berpengaruh dasn tidak signifikan,
sementara variabel kualitas produk dan kualitas layanan berpengaruh positif dan
signifikan terhadap kepuasan konsumen. Berdasarkan hasil penelitian variabel yang
paling berpengaruh terhadap kepuasan konsumen adalah variabel kualitas layanan
sebesar 3,609. Hasil uji koefisien determinasi menunjukan bahwa pengaruh citra merek,

kualitas produk dan kualitas layanan terhadap kepuasan konsumen sebesar 55,2%.

Kata kunci: citra merek, kualitas produk, kualitas layanan, kepuasan konsumen.
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ANALYSIS OF THE INFLUENCE OF BRAND IMAGE, PRODUCT
QUALITY, AND SERVICE QUALITY ON CONSUMER SATISFACTION
OF TELKOMSEL NETWORK USERS IN PURWOKERTO

(Study on students in Purwokerto)

Ryan Fatkhur Hermawan®, Dr. Erny Rachmawati S.E., M.M?
Management Study ProgramS1 Faculty of Economics and Business ()?
Muhammadiyah University of Purwokerto V@
ryanfh87 @gmail.com*ernyrachmawati6 7 @gmail.com?

ABSTRACT

This research aims to analyze the influence of brand image, product quality
and service quality on consumer satisfaction of Telkomsel network users in
Purwokerto. The sampling technique used a purposive sampling method using the
Lemes Show formula with a significance level of 10%, with a total of 123
respondents taken using data collection techniques via a g-form questionnaire. Data
analysis used the SPSS program which was analyzed using descriptive tests,
validity tests, reliability tests, classical assumption tests, multiple linear regression
analysis tests, coefficient of determination tests, f tests and t tests. The research
results show that the brand image variable has no and insignificant effect, while the
product quality and service quality variables have a positive and significant effect
on consumer satisfaction. Based on the research results, the variable that has the
most influence on consumer satisfaction is the service quality variable of 3.6009.
The results of the coefficient of determination test show that the influence of brand
image, product quality and service quality on consumer satisfaction is 55.2%.

Keywaords: brand image, product quality, service quality, consumer satisfaction.
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