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ABSTRAK 
 

 

Nur Laili Novianti 201810325093 “Pengaruh Kualitas Pelayanan, Harga 

Jual, dan Strategi Pemasaran terhadap Kepuasan Pelanggan Indihome di PT. 

Telkom Indonesia 

Tujuan penelitian ini adalah untuk mengetahui apakah kualitas pelayanan, harga 

jual, dan strategi pemasaran berpengaruh terhadap kepuasan pelanggan khusunya 

pada bidang layanan dan jasa. Penelitian dilakukan dengan metode deskriptif 

kuantitatif. Lokasi penelitian ini dilakukan di Kantor Telkom Regional Operation 

Center 2 (ROC-2), Jakarta Pusat. Dalam hal ini penentuan jumlah responden 

menggunakan teknik Hair dengan perhitungan jumlah sampel minimal lima kali 

variabel yang dianalisis atau indikator, total responden pada penelitian ini 

berjumlah 75 pelanggan yang mewaikili pengguna Indihome di Regional 2. Metode 

pengumpulan data menggunakan teknik observasi dan kuesioner. Penelitian ini 

menggunakan uji validitas, uji reliabilitas, uji normalitas, uji multikolinieritas, uji 

heteroskedastisitas, uji analaisis regresi berganda, uji t, uji F, dan uji koefisien 

determinasi. Hasil penelitian menunjukkan bahwa kualitas pelayanan dan harga jual 

secara parsial tidak berpengaruh signifikan terhadap kepuasan pelanggan, namun 

strategi pemasaran secara parsial memiliki pengaruh yang signifikan terhadap 

kepuasan pelanggan. Berdasarkan uji F hasil penelitian yang didapat yaitu kualitas 

pelayanan, harga jual, dan strategi pemasaran secara simultan berpengaruh 

signifikan terhadap kepuasan pelanggan.  

 

 

 

 

Kata kunci : kualitas pelayanan, harga jual, strategi pemasaran, dan kepuasan 

pelanggan 
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ABSTRACT 
 

 

Nur Laili Novianti 201810325093 “The effect of Service Quality, Selling 

Price, and Marketing Strategy on Indihome Customer Satisfaction at PT. Telkom 

Indonesia 

The purpose of this study was to determine whether service quality, selling price, 

and marketing strategy had an effect on customer satisfaction, especially in the field 

of services and services. The research was conducted using a quantitative 

descriptive method. The location of this research was carried out at the Telkom 

Regional Operation Center 2 (ROC-2) Office, Central Jakarta. In this case the 

determination of the number of respondents using the Hair technique with a 

minimum sample calculation of five times the analyzed variables or indicators, the 

total respondents in this study amounted to 75 customers who represent Indihome 

users in Regional 2. Data collection methods used observation techniques and 

questionnaires. This research uses validity test, reliability test, normality test, 

multicollinearity test, heteroscedasticity test, multiple regression analysis test, t 

test, F test, and coefficient of determination test. The results showed that the service 

quality and selling price partially had no significant effect on customer satisfaction, 

but the marketing strategy partially had a significant effect on customer 

satisfaction. Based on the F test, the research results obtained are service quality, 

selling price, and marketing strategy simultaneously have a significant effect on 

customer satisfaction. 

 

 
Keywords: service quality, selling price, marketing strategy, and customer 

satisfaction 
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