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PENGARUH KUALITAS PRODUK, HARGA DAN KUALITAS
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Rifanda Ferari
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas produk, harga dan
kualitas pelayanan terhadap kepuasan konsumen baik secara parsial maupun secara
simultan. Penelitian ini penting terutama untuk mengetahui tingkat kepuasan
konsumen Shopee yang masih banyak terdapat kekurangan contohnya kualitas
produk yang ditawarkan tidak sesuai dengan apa yang dipesan, harga yang
terkadang tidak sesuai sama kualitas produk yang diberikan dan kualitas pelayanan
yang terkadang mengecewakan pengguna aplikasi Shopee, sehingga sangat penting
terwujudnya kualitas produk, harga dan kualitas pelayanan. Metodologi penelitian
yang digunakan adalah penelitian kuantitatif dengan menggunakan metode survei.
Teknik pengambilan sampel menggunakan random sampling dengan jumlah 141
responden. Teknik pengumpulan data menggunakan kuesioner untuk memperoleh
data. Analisis data menggunakan regresi linier berganda. Hasil penelitian
berdasarkan (uji t) menunjukan bahwa kualitas produk berpengaruh terhadap
kepuasan konsumen, harga berpengaruh terhadap kepuasan konsumen, kualitas
pelayanan berpengaruh terhadap kepuasan konsumen.

Kata kunci: Kualitas Produk, Harga, Kualitas Pelayanan
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THE EFFECT OF PRODUCT QUALITY, PRICE AND SERVICE QUALITY
IN THE SHOPEE APPLICATION ON CUSTOMER SATISFACTION IN
STUDENTS OF THE FACULTY OF ECONOMICS, UNIVERSITY OF
GRESIK

Rifanda Ferari

Management Study Program, Faculty of Economics, Gresik University

ABSTRACT

This study aims to determine the effect of product quality, price and service quality
on customer satisfaction both partially and simultaneously. This research is
important, especially to find out the level of Shopee customer satisfaction, which
still has many shortcomings, for example, the quality of the products offered does
not match what was ordered, prices that sometimes do not match the quality of the
products provided and the quality of service that sometimes disappoints Shopee
application users, so it is very important to realize product quality, price and
service quality. The research methodology used is quantitative research using the
survey method. The sampling technique used random sampling with a total of 171
respondents. The data collection technique used a questionnaire to obtain data.
Data analysis using multiple linear regression. The result of the research based on
(t test) show that product quality has an effect on customer, price has an effect on
customer, and service quality has an effect on customer. F test result that product
quality, price, and quality of service affect customer.

Keywords: Product Quality, Price, Service Quality
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