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ABSTRAK

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan, persepsi
harga, promosi, keamanan dan citra merek terhadap kepuasan pelanggan. Metode
penelitian yang digunakan adalah metode kuantitatif. Teknik pengumpulan data
yang di gunakan dengan membagikan kuesioner kepada 145 responden yang telah
membeli 2 kali di Tokopedia. Metodehe pengambilan sampel dalam penelitian ini
adalah teknik purposive sampling. Metode analisis yang digunakan adalah uji
validitas, uji reliabilitas, uji asumsi klasik, uji regresi linier berganda, uji t, uji f,
dan koefisien determinasi. Hasil penelitian menunjukan bahwa secara persial
kualitas pelayanan dan persepsi harga berpengaruh postif tidak signifikan terhadap
kepuasan pelanggan, tetapi promosi, keamanan dan citra merek berpengaruh postif
signifikan terhadap kepuasan pelanggan. Sedangkan secara simultan kualitas
pelayanan, persepsi harga, promosi, keamanan dan citra merek berpengaruh
terhadap kepuasan pelanggan.

Kata Kunci : Kepuasan Pelanggan, Perspsi Harga, Promosi, Keamanan,
Citra Merek Kepuasan Pelanggan.
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ABSTRACT

This research aims to analyze service quality, price perception, promotion,
security and brand image on customer satisfaction. The research method used is a
quantitative method. The data collection technique used was by distributing
questionnaires to 145 respondents who had purchased twice on Tokopedia. The
sampling method in this research is a purposive sampling technique. The
analytical methods used are validity test, reliability test, classical assumption test,
multiple linear regression test, t test, f test, and coefficient of determination. The
results of the research show that partially service quality and price perception have
a positive and insignificant effect on customer satisfaction, but promotion,
security and brand image have a significant positive effect on customer
satisfaction. Meanwhile, simultaneously service quality, price perception,
promotion, security and brand image influence customer satisfaction.

Keywords: Customer Satisfaction, Price Perception, Promotion, Security, Brand

Image Customer Satisfaction.
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