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RINGKASAN 

PT. Mukti Citra Jaya merupakan perusahaan Advertising terbesar di 

Indonesia. Dengan mengandalkan kosep dan team design, PT. Mukti Citra Jaya 

merupakan perusahaan Out-of-home advertising yang didirikan berawal dari melihat 

peluang pada dunia advertising bahwa didunia advertising ini memiliki celah peluang 

yang cukup besar pada bidang advertising Out-of-home advertising untuk memenuhi 

permintaan promosi akan produk yang klient miliki agar dikenal luas oleh masyarakat 

melalui periklanan Out-of-home advertising ini.  

 

Adapun tujuan dalam penelitian ini adalah untuk mengetahui pengaruh 

Presepsi Harga, Kualitas Layanan, Customer Relationship Management terhadap 

Kepuasan Konsumen pada layanan bidang jasa advertising (Studi kasus: PT. Mukti 

Citra Jaya) Surabaya. Terdapat populasi yang dibutuhkan di penelitian ini yaitu 100 

responden. Pengambilan sampel dalam penelitian ini penulis menggunakan simple 

random sampling dan jenis penelitian yang digunakan dalam penelitian ini 

menggunakan penelitian survey, informasi yang dikumpulkan dari responden dengan 

menggunakan kuisioner. Untuk responden dalam penelitian ini ditunjukkkan kepada 

pelanggan media advertising PT. Mukti Citra Jaya.  Penelitian ini merupakan 

penelitian kuantitatif untuk mengetahui hubungan antara variabel independen dengan 

variabel dependen. 

 

Sehingga penelitian ini menggunakan kuesioner yang diisi oleh responden 

yang dijadikan data penelitian ini. Teknik analisis yang digunakan adalah analisis 

regresi linier sederhana. Pengujian hipotesis menggunakan (Uji T), Sedangkan 

metode analisis data yang digunakan antara lain, Uji Validitas, Uji Reliabilitas. Hasil 

dari penelitian ini menunjukkan bahwa Presepsi Harga, Kualitas Layanan, dan 

Customer Relationship mempunyai pengaruh terhadap Kepuasan Konsumen. 
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SUMMARY 

PT. Mukti Citra Jaya is the largest Advertising company in Indonesia. By 

relying on the concept and design team, PT. Mukti Citra Jaya is an Out-of-home 

advertising company that was established starting from seeing opportunities in the 

advertising world that in this advertising world has a large enough opportunity gap 

in the field of Out-of-home advertising to meet promotional demand for products that 

clients have to be widely known by the public through this Out-of-home advertising 

.  

The purpose of this study is to determine the effect of Price Perception, 

Service Quality, Customer Relationship Management on Consumer Satisfaction in 

advertising services (Case study: PT. Mukti Citra Jaya) Surabaya. There is a 

population needed in this study, which is 100 respondents. Sampling in this study the 

author used simple random sampling and the type of research used in this study used 

survey research, information collected from respondents using questionnaires. For 

respondents in this study, it was shown to customers of PT. Mukti Citra Jaya. This 

research is a quantitative research to determine the relationship between the 

independent variable and the dependent variable. 

 

So, this study used questionnaires filled out by respondents who were used as 

data for this study. The analysis technique used is simple linear regression analysis. 

Hypothesis testing uses (T Test), while the data analysis methods used include Validity 

Test, Reliability Test. The results of this study show that Price Perception, Service 

Quality, and Customer Relationship have an influence on Consumer Satisfaction. 
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ABSTRAK 

Industri periklanan adalah salah satu sektor yang sangat dinamis dan 

kompetitif. Dalam era globalisasi dan persaingan bisnis ini, industri jasa periklanan 

menghadapi tantangan besar untuk mempertahankan dan meningkatkan kepuasan  

konsumen. Keberhasilan layanan periklanan sangat bergantung pada seberapa baik 

perusahaan dapat memenuhi kebutuhan dan harapan pelanggan mereka. Untuk 

mencapai hal tersebut, sejumlah faktor utama perlu diperhatikan, antara lain seperti 

persepsi harga, kualitas layanan, dan manajemen hubungan pelanggan. Tujuan 

penelitian ini adalah untuk mengetahui, menganalisis dan membuktikan pengaruh 

variabel tersebut terhadap kepuasan konsumen PT. Mukti Citra Jaya Surabaya. 

 

Penelitian ini menggunakan metode kuantitatif dengan data primer yang 

didapat melalui penyebaran kuesioner dengan responden sebanyak 100 konsumen 

atau klien PT. Mukti Citra Jaya Surabaya. Pengukuran data hasil kuesioner 

menggunakan skala likert dan diuji instrumen melalui validitas dan reliabilitas. Uji 

hipotesis dilakukan melalui analisis regresi linier berganda, uji koefisien determinasi, 

uji parsial dan uji simultan melalui SPSS 26.0 

 

Hasil penelitian menyatakan bahwa perserpsi harga berpengaruh signifikan 

terhadap kepuasan konsumen, kualitas layanan berpengaruh signifikan terhadap 

kepuasan konsumen, manajemen hubungan pelanggan berpengaruh signifikan 

terhadap kepuasan konsumen, dan persepsi harga, kualitas layanan dan manajemen 

hubungan pelanggan secara simultan atau bersama-sama berpengaruh signifikan 

terhadap kepuasan konsumen PT. Mukti Citra Jaya Surabaya. 

 

Kata Kunci: Persepsi Harga, Kualitas Layanan, Manajemen Hubungan 

Pelanggan, Kepuasan Pelanggan. 
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ABSTRACT 

The advertising industry is one of the most dynamic and competitive sectors. In 

this era of globalization and business competition, the advertising service industry 

faces great challenges to maintain and increase customer satisfaction. The success of 

advertising services depends largely on how well companies can meet the needs and 

expectations of their customers. To achieve this, a number of key factors need to be 

considered, including price perception, service quality, and customer relationship 

management. The purpose of this study was to determine, analyze and prove the effect 

of these variables on customer satisfaction of PT Mukti Citra Jaya Surabaya. 

 

This study uses quantitative methods with primary data obtained through 

distributing questionnaires to 100 consumers or clients of PT Mukti Citra Jaya 

Surabaya. Measurement of data from questionnaires using a Likert scale and tested 

instruments through validity and reliability. Hypothesis testing is done through 

multiple linear regression analysis, coefficient of determination test, partial test and 

simultaneous test through SPSS 26.0. 

 

The results stated that price perception has a significant effect on customer 

satisfaction, service quality has a significant effect on customer satisfaction, customer 

relationship management has a significant effect on customer satisfaction, and price 

perception, service quality and customer relationship management simultaneously or 

together have a significant effect on customer satisfaction of PT Mukti Citra Jaya 

Surabaya. 

Keywords: Price Perceptions, Service Quality, Customer Relationship 

Management, Customer Satisfaction. 

 

 



 
 

xiv 
 

DAFTAR ISI 

 
 S K R I P S I .................................................................................................... i 

LEMBAR PENGESAHAN PEMBIMBING ............................................... ii 

LEMBAR PENGESAHAN UJIAN SKRIPSI ............................................ iii 

SURAT PERNYATAAN PLAGIAT ........................................................... iv 

LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI KARYA 

ILMIAH UNTUK KEPENTINGAN AKADEMIS ..................................... v 

KATA MOTTO DAN PERSEMBAHAN ................................................... vi 

KATA PENGANTAR .................................................................................. vii 

RINGKASAN ................................................................................................. x 

SUMMARY ................................................................................................... xi 

ABSTRAK .................................................................................................... xii 

ABSTRACT ................................................................................................. xiii 

DAFTAR ISI ................................................................................................ xiv 

DAFTAR TABEL ..................................................................................... xviii 

DAFTAR GAMBAR ................................................................................... xix 

DAFTAR LAMPIRAN ................................................................................ xx 

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

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

1.2 Rumusan Masalah ............................................................................................ 5 

1.3 Tujuan Penelitian .............................................................................................. 5 

1.4 Manfaat Penelitian ............................................................................................ 6 

1.4.1 Manfaat teoritis .......................................................................................... 6 

1.4.2 Manfaat praktis .......................................................................................... 6 

BAB II KAJIAN PUSTAKA ......................................................................... 7 

2.1 Manajemen Pemasaran ..................................................................................... 7 



 

xv 
 

2.2 Kepuasan Konsumen ......................................................................................... 7 

2.2.1 Pengertian kepuasan konsumen.................................................................. 7 

2.2.2 Dimensi kepuasan konsumen ..................................................................... 8 

2.2.3 Faktor yang mempengaruhi kepuasan konsumen....................................... 9 

2.2.4 Indikator kepuasan konsumen .................................................................. 10 

2.3 Kualitas Layanan ............................................................................................. 11 

2.3.1 Pengertian kualitas layanan ...................................................................... 11 

2.3.2 Dimensi kualitas layanan ......................................................................... 12 

2.3.3 Faktor yang mempengaruhi kualitas layanan ........................................... 13 

2.3.4 Indikator kualitas layanan ........................................................................ 15 

2.4 Persepsi Harga ................................................................................................. 16 

2.4.1 Pengertian persepsi harga ......................................................................... 16 

2.4.2 Dimensi persepsi harga ............................................................................ 17 

2.4.3 Faktor yang mempengaruhi persepsi harga .............................................. 18 

2.4.4 Indikator presepsi harga ........................................................................... 18 

2.5 CRM (Customer Relationship Management) .................................................. 19 

2.5.1 Pengertian CRM (Customer relationship management)........................... 19 

2.5.2 Dimensi CRM (Customer relationship management) .............................. 19 

2.5.3 Faktor yang mempengaruhi CRM (customer relationship managemen).. 22 

2.5.4 Indikator CRM (Customer relationship management) ............................. 23 

2.6 Penelitian Terdahulu ....................................................................................... 23 

2.7 Hubungan Antar Variabel Penelitian .............................................................. 25 

2.7.1 Pengaruh presepsi harga terhadap kepuasan konsumen ........................... 25 

2.7.2 Pengaruh kualitas layanan terhadap kepuasan konsumen ........................ 26 

2.7.3 Pengaruh CRM (Customer relationship management) terhadap kepuasan 

konsumen .......................................................................................................... 26 

2.8 Kerangka Konseptual ...................................................................................... 26 

2.9 Hipotesis .......................................................................................................... 27 

BAB III METODOLOGI PENELITIAN ................................................... 29 

3.1 Desain Penelitian ............................................................................................. 29 



 
 

xvi 
 

3.2 Tempat dan Waktu Penelitian ......................................................................... 29 

3.2.1 Lokasi penelitian...................................................................................... 29 

3.2.2 Waktu penelitian ...................................................................................... 29 

3.3 Jenis dan Sumber Data ................................................................................... 29 

3.3.1 Jenis data ................................................................................................. 29 

3.3.2 Sumber data ............................................................................................. 30 

3.4 Populasi dan Sampel Penelitian ...................................................................... 30 

3.4.1 Populasi penelitian ................................................................................... 30 

3.4.2 Sampel penelitian .................................................................................... 31 

3.4.3 Teknik pengumpulan data ....................................................................... 31 

3.5 Definisi Varibel dan Definisi Operasional Variabel ....................................... 32 

3.5.1 Definisi variabel ...................................................................................... 32 

3.5.2 Definisi operasional variabel ................................................................... 33 

3.5.3 Proses pengolahan data ............................................................................ 35 

3.6 Metode Analisis Data ..................................................................................... 36 

3.6.1 Uji validitas ............................................................................................. 36 

3.6.2 Uji reliabilitas .......................................................................................... 37 

3.7 Teknik Pengujian Hipotesis ............................................................................ 37 

3.7.1 Uji parsial (uji t) ...................................................................................... 37 

3.7.2 Uji simultan (uji F) .................................................................................. 37 

3.7.3 Uji koefisien determinasi (uji R²) ............................................................ 38 

3.7.4 Analisis regresi linier berganda ............................................................... 38 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN............................ 39 

4.1 Gambaran Umum PT. Mukti Citra Jaya Surabaya ......................................... 39 

4.1.1 Visi dan misi PT. Mukti Citra Jasa Surabaya .......................................... 39 

4.1.2 Struktur organisasi ................................................................................... 40 

4.2 Deskripis Hasil Penelitian .............................................................................. 44 

4.2.1 Analisis deskriptif berdasarkan karakteristik responden ......................... 44 

4.2.2 Deskripsi variabel penelitian ................................................................... 45 

4.3 Uji Instrumen .................................................................................................. 48 



 

xvii 
 

4.3.1 Uji Validitas ............................................................................................. 48 

4.3.2 Uji reliabilitas ........................................................................................... 51 

4.4 Analisis Data ................................................................................................... 52 

4.4.1 Analisis regresi linier berganda ................................................................ 52 

4.4.2 Uji koefisien determinasi (uji R2) ............................................................. 54 

4.5 Pengujian Hipotesis ......................................................................................... 55 

4.5.1 Uji parsial (uji t) ....................................................................................... 55 

4.5.2 Uji simultan (uji F) ................................................................................... 56 

4.6 Pembahasan Hasil Temuan Penelitian ............................................................ 57 

4.6.1 Pengaruh persepsi harga terhadap kepuasan konsumen. .......................... 57 

4.6.2 Pengaruh kualitass pelayanan terhadap kepuasan konsumen. .................. 58 

4.6.3 Pengaruh Customer Relationship Management terhadap kepuasan 

konsumen. ......................................................................................................... 59 

4.6.4 Pengaruh persepsi harga, kualitas pelayanan, dan customer relationship 

management terhadap kepuasan konsumen. ..................................................... 60 

4.7 Implikasi Penelitian ......................................................................................... 60 

4.7.1 Implikasi teoritis ....................................................................................... 60 

4.7.2 Implikasi praktis ....................................................................................... 60 

4.8 Keterbatasan Penelitian ................................................................................... 61 

BAB V PENUTUP ........................................................................................ 63 

5.1    Simpulan ...................................................................................................... 63 

5.2    Saran ............................................................................................................. 64 

DAFTAR PUSTAKA ................................................................................... 65 

LAMPIRAN .................................................................................................. 71 

 

 

 

 

 



 
 

xviii 
 

DAFTAR TABEL 

Tabel 1.1 Penawaran Tahun 2022-2023 .................................................................. 3 

Tabel 1.2 Data Job Order 2022-2023 ....................................................................... 3 

Tabel 1.3 Review Penjualan 2022-2023 ................................................................... 4 

Tabel 3.1 Jawaban responden berupa pilihan dari 5 alternatif .......................... 32 

Tabel 4.1 Deskripsi Berdasarkan Jenis Kelamin .................................................. 44 

Tabel 4.2 Deskripsi Berdasarkan Pekerjaan ........................................................ 45 

Tabel 4.3 Hasil Kuesioner Persepsi Harga (X1) ................................................... 46 

Tabel 4.4 Hasil Kuesioner Kulitas Layanan (X2) ................................................. 47 

Tabel 4.5 Hasil Kuesioner Customer Relationship Management (X3) ................. 47 

Tabel 4.6 Hasil Kuesioner Kepuasan Konsumen (Y) ........................................... 48 

Tabel 4.7 Validitas Persepsi Harga (X1) ............................................................... 49 

Tabel 4.8 Validitas Kualitas Layanan (X2) ........................................................... 50 

Tabel 4.9 Validitas Customer Relationship Management (X3) ............................. 50 

Tabel 4.10 Validitas Kepuasan Konsumen (Y) ..................................................... 51 

Tabel 4.11 Uji Reliabilitas ....................................................................................... 52 

Tabel 4.12 Uji Regresi Linier Berganda ................................................................ 53 

Tabel 4.13 Uji Koefisien Determinasi (R2) ............................................................ 54 

Tabel 4.14 Uji Parsial (Uji t) ................................................................................... 55 

Tabel 4.15 Uji Simultan (Uji F) .............................................................................. 56 

 

a 

  



 

xix 
 

DAFTAR GAMBAR 

Gambar 2.1 Kerangka Konseptual ........................................................................ 27 

Gambar 4.1 Struktur Organisasi PT. Mukti Citra Jaya Surabaya .................... 40 

 

 

   



 
 

xx 
 

DAFTAR LAMPIRAN 

Lampiran 1. Kuesioner ....................................................................................... 71 

Lampiran 2. Hasil Kuesioner ............................................................................. 78 

Lampiran 3. Output SPSS Hasil Uji Analisis Deskriptif ................................. 96 

Lampiran 4. Output SPSS Hasil Uji Instrumen ............................................... 98 

Lampiran 5. Output SPSS Hasil Uji Analisis Data ........................................ 107 

Lampiran 6. Output SPSS Hasil Uji Hipotesis ............................................... 108 

Lampiran 7. Surat Perizinan ............................................................................ 109 

Lampiran 8. Dokumentasi Penyebaran Kuesioner ........................................ 110 

Lampiran 9. Hasil Turnitin .............................................................................. 111 

Lampiran 10. Kartu Bimbingan....................................................................... 113 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


