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Don’t let someone’s opinion become your reality. 
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ABSTRAK 

 

PENGARUH KUALITAS PRODUK DAN KUALITAS PELAYANAN 

TERHADAP KEPUASAN PELANGGAN  

PADA PD. VOLUNTEER DESIGN  

(STUDI KASUS DI KECAMATAN BATURAJA TIMUR) 

 

Oleh: 

Muhammad Jodi Prayogo 

 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas produk dan kualitas 

pelayanan terhadap kepuasan pelanggan pada usaha konveksi dan percetakan PD. 

Volunteer Design Baturaja.  Metode penelitian kuantitatif dengan teknik 

pengambilan data berupa teknik purposive sampel terhadap pelanggan PD. 

Volunteer Design melalui kuesioner dengan jumlah sampel 94 orang.  Data 

penelitian menggunakan Analisis Regresi Linier Berganda yang diolah dengan 

menggunakan aplikasi SPSS versi 22 for windows.  Berdasarkan hasil hipotesis 

uji t variable kualitas produk dan kualitas pelayanan berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan. Hasil uji F secara simulatan variabel 

independen kualitas produk dan kualitas pelayanan bersama-sama berpengaruh 

terhadap variabel dependen kepuasan pelanggan, kualitas Produk memberikan 

pengaruh yang paling dominan dengan koefisien regresi sebesar 0,499 terhadap 

kepuasan pelanggan.  Sedangkan kualitas pelayanan dengan koefisien regresi 

sebesar 0,243 terhadap kepuasan pelanggan, kualitas produk dan kualitas 

pelayanan perlu ditingkatkan kembali, terkhusus untuk kualitas pelayanan 

sehingga membuat pelanggan merasa tidak kecewa dan tertarik untuk melakukan 

pembelian ulang.  

 

Kata Kunci:  Kualitas produk, kualitas pelayanan, kepuasan pelanggan, dan PD. 

Volunteer Design 
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ABSTRACT 

 

THE EFFECT OF PRODUCT QUALITY AND SERVICE QUALITY ON 

CUSTOMER SATISFACTION  

ON PD. VOLUNTEER DESIGN 

(CASE STUDY IN EAST BATURAJA DISTRICT) 

 

By: 

Muhammad Jodi Prayogo 

 

This study aims to determine the effect of product quality and service quality on 

customer satisfaction in the PD convection and printing business. Volunteer 

Design Baturaja. Quantitative research methods with data collection techniques 

in the form of purposive sampling techniques for PD customers. Volunteer Design 

through a questionnaire with a sample of 94 people. The research data used 

Multiple Linear Regression Analysis which was processed using the SPSS version 

22 application for windows. Based on the results of the t test hypothesis, product 

quality and service quality variables have a positive and significant effect on 

customer satisfaction. The results of the F test simultaneously independent 

variables of product quality and service quality together affect the dependent 

variable of customer satisfaction, product quality gives the most dominant 

influence with a regression coefficient of 0.499 on customer satisfaction. While 

the quality of service with a regression coefficient of 0.243 on customer 

satisfaction, product quality and service quality need to be improved again, 

especially for service quality so as to make customers feel not disappointed and 

interested in making repeat purchases. 

 

Keywords: Product quality, service quality, customer satisfaction, and PD. 

Volunteer Design 
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