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ABSTRAK

Siti Yuliani. 201410325232. Pengaruh Kualitas Produk dan Kualitas
Pelayanan terhadap Kepuasan Pelanggan Pada Toko Busana Muslimah Nafafa
Fashion& Collection Kota Bekasi (Studi Kasus Pada Lottemart Bekasi Timur).

Penelitian ini  bertujuan untuk mengetahui Pengaruh Kualitas Produk dan
Kualitas Pelayanan terhadap Kepuasan Pelanggan. Penelitian ini dilakukan
dengan Purposive Sampling yaitu teknik pengambilan sampel yang memberikan
peluang yang sama bagi setiap unsur (pelanggan) populasi 100 untuk dipilih
menjadi anggota sampel. Sampel sebanyak 80 responden yang merupakan
pelanggan Toko Busana Muslimah Nafafa Fashion& Collection Kota Bekasi.
Hasil penelitian menunjukkan bahwa nilai t niwng 0,714 < t tpe 1,991 Kualitas
Produk Ho di terima H1 di tolak yang artinya secara parsial tidak terdapat
pengaruh Kualitas Produk (X1) terhadap Kepuasan Pelanggan (Y), Kualitas
Pelayanan nilai t niwng 5,768 > t aper 1,991 sehingga dapat di simpulkan bahwa Ho
di tolak H2 di terima yang artinya secara parsial terdapat pengaruh Kualitas
Pelayanan (X2 ) terhadap Kepuasan Pelanggan (YY), sedangkan Kepuasan
Pelanggan di peroleh nilai f hitung 35,775 > 3,11 sehingga dapat di simpulkan
bahwa Ho di tolak dan H3 di terima yang artinya secara simultan terdapat
pengaruh Kualitas Produk (X1) dan Kualitas Pelayanan (X2) secara simultan
terhadap Kepuasan Pelanggan (Y). Dengan demikian, sebaiknya meningkatkan
mutu, baik dari segi Kualitas Produk dan Kualitas Pelayanan guna tercapainya
Kepuasan Pelanggan sehingga dapat mempertahankan posisi perusahaan di

pangsa pasar dan untuk meningkatkan persaingan.

Kata Kunci: Kualitas Produk, Kualitas Pelayanan, Kepuasan Pelanggan.
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ABSTRACT

Siti Yuliani. 201410325232. Effect of Product Quality and Service Quality
to Customer Satisfaction at Fashion shop Muslim Nafafa Fashion& Collection
City Bekasi Case Study On Lottemart East Bekasi.

This study aims to determine the effect of Product Quality and Service
Quality to Customer Satisfaction. This research is done by purposive sampling
which is sampling technique giving equal opportunity for every element
(customer) of population 100 to be chosen to be member of sample. A sample of
80 respondents who are customers of Fashion Clothing Shop Nafafa Fashion &
Collection Kota Bekasi. The results showed that the value of t arithmetic 0.714 <t
table 1.991 Product Quality Ho received H1 in rejected which means that there is
no partial effect of Product Quality (X1) on Customer Satisfaction (Y), Service
Quality t value 5.768> t table 1.991 so can be concluded that Ho is rejected H2
received, which means partially there is influence Quality of Service (X2) on
Customer Satisfaction (Y), whereas Customer Satisfaction obtained f count
35.775> 3.11 so it can be concluded that Ho rejected and H3 is received which
means there is simultaneously effect of Product Quality (X1) and Quality of
Service (X2) simultaneously to Customer Satisfaction (Y). Thus, it is better to
improve the quality, both in terms of Product Quality and Service Quality in order
to achieve Customer Satisfaction so as to maintain the company's position in

market share and to increase competition.

Keywords: Product Quality, Service Quality, Customer Satisfaction.
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