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ABSTRACT 

 

THE EFFECT OF SERVICE QUALITY, CUSTOMER RELATIONSHIP 

MANAGEMENT AND PRICE PERCEPTION ON CUSTOMER 

SATISFACTION AT UD DWI PUTRA PASAR KRIAN 

 

This study aims to determine and analyze: the effect of service quality, customer 

relationship management and price perception on customer satisfaction at UD Dwi 

Putra Pasar Krian partially or simultaneously. In this study, the population is all 

customer of UD Dwi Putra Pasar Krian totaling 150 customers with sampling using 

quota sampling technique. The data analysis technique used multiple linear 

regression while the hypothesis testing used the F test and t test. 

The results showed that: (1) The multiple linear regression equation model produced 

was Y = 0.406 X1 + 0.280 X2 + 0.292 X3, which means that the independent variables 

(service quality, customer relationship management and price perception) have a 

positive influence on the dependent variable (customer satisfaction). (2) The result of 

the coefficient of determination test (R2) is 0.848, which means that 84.8 percent of 

customer satisfaction can be explained by variables of service quality, customer 

relationship management and price perception, while the remaining 15.2 percent is 

influenced by other variables. (3) The results of the F test and t test are explained as 

follows: (a) there is a significant effect of the service quality customer satisfaction as 

evidenced by the t test value of 5.276 and a significance value of 0.000 < 0.05, (b) 

there is a significant effect of customer relationship management on customer 

satisfaction as evidenced by the t test value of 3.795 and a significance value of 0.000 

<0.05, (c) there is a significant effect of price perception on customer satisfaction as 

evidenced by the t test value of 4.347 and a significance value of 0.000 <0.05 and (d) 

there is a significant effect of service quality, customer relationship management and 

price perception on customer satisfaction as evidenced by the F test value of 203.171 

and shows a significance value of 0.000 <0.05. 

 

Keywords: Service Quality; Customer Relationship Management; Price Perception; 

      Customer Satisfaction.   



 

xii 

 

RINGKASAN 

 

PENGARUH KUALITAS PELAYANAN, CUSTOMER RELATIONSHIP 

MANAGEMENT, DAN PERSEPSI HARGA TERHADAP KEPUASAN 

PELANGGAN DI UD. DWI PUTRA PASAR KRIAN 

  

Penelitian ini bertujuan untuk mengetahui dan menganalisis: pengaruh 

kualitas pelayanan, customer relationship management dan persepsi harga terhadap 

kepuasan pelanggan pada UD Dwi Putra Pasar Krian secara parsial maupun simultan. 

Dalam penelitian ini yang menjadi populasi adalah seluruh pelanggan UD Dwi Putra 

Pasar Krian yang berjumlah 150 pelanggan dengan pengambilan sampel 

menggunakan teknik quota sampling. Teknik analisis data menggunakan regresi linier 

berganda sedangkan pengujian hipotesis menggunakan uji F dan uji t. 

Hasil penelitian menunjukkan bahwa: (1) Model persamaan regresi linier 

berganda yang dihasilkan adalah Y = 0,406 X1 + 0,280 X2 + 0,292 X3, yang berarti 

bahwa variabel independen (kualitas pelayanan, customer relationship management 

dan persepsi harga) memiliki pengaruh positif terhadap variabel dependen (kepuasan 

konsumen). (2) Hasil uji koefisien determinasi (R2) sebesar 0,848 yang berarti 84,8 

persen kepuasan konsumen dapat dijelaskan oleh variabel kualitas pelayanan, 

customer relationship management dan persepsi harga, sedangkan sisanya sebesar 

15,2 persen dipengaruhi oleh variabel lain. (3) Hasil uji F dan uji t dijelaskan sebagai 

berikut: (a) terdapat pengaruh yang signifikan dari kualitas pelayanan terhadap 

kepuasan konsumen yang dibuktikan dengan nilai uji t sebesar 5,276 dan nilai 

signifikansi sebesar 0,000 < 0,05, (b) terdapat pengaruh yang signifikan dari customer 

relationship management terhadap kepuasan konsumen yang dibuktikan dengan nilai 

uji t sebesar 3,795 dan nilai signifikansi sebesar 0,000 < 0,05, (c) terdapat pengaruh 

yang signifikan dari persepsi harga terhadap kepuasan konsumen yang dibuktikan 

dengan nilai uji F sebesar 3,795 dan nilai signifikansi sebesar 0,000 < 0,05. 

 

Kata kunci: Kualitas Layanan; Customer Relationship Management; Persepsi Harga; 

       Kepuasan Pelanggan. 

  


