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ABSTRAK 
 

Riza Aditya Fahlevi, 202010325260 Pengaruh Kualitas Pelayanan Dan Kualitas 

Produk Terhadap Kepuasan Pelanggan Melalui Promosi Sebagai Variabel 

Intervening Di Perumda Tirta Bhagasasi Bekasi  

 

Penelitian ini bertujuan untuk mengetahui bagaimana hubungan antara variabel 

Kualitas Pelayanan (X1), Kualitas Produk (X2), dan Promosi (Y1) terhadap 

Kepuasan Pelanggan (Y2) pada Perumda Tirta Bhagasasi Bekasi. Data penelitian 

merupakan data yang diambil menggunakan kuisioner yang disebarkan kepada 

pelanggan Perumda Tirta Bhagasasi. Sampel dilakukan dengan metode probability 

sampling yaitu random sampling. Pengumpulan data dilakukan dengan kuesioner 

disebarkan melalui Google Form sebanyak 180 responden. Analisis dalam 

penelitian ini menggunakan Analisis Regresi Linier Berganda, dengan pengujian 

hipotesis uji t. Hasil penelitian ini menunjukkan bahwa Kualitas Pelayanan 

berpengaruh secara signifikan terhadap Kepuasan Pelanggan, Kualitas Pelayanan 

terhadap Promosi dinyatakan sisgnifikan, Promosi tidak berpengaruh secara 

signifikan terhadap Kepuasan Pelanggan. Kualitas Produk terhadap Kepuasan 

Pelanggan dinyatakan tidak signifikan, Kualitas Produk tidak berpengaruh terhadap 

Promosi.  

 

 

Kata kunci: Kualitas Pelayanan, Kualitas Produk, Promosi, dan Kualitas Produk   
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ABSTRACT 
 

Riza Aditya Fahlevi, 202010325260 The Influence of Service Quality and Product 

Quality on Customer Satisfaction Through Promotion as an Intervening Variable at 

Perumda Tirta Bhagasasi Bekasi 

This research aims to determine the relationships between Service Quality (X1), 

Product Quality (X2), and Promotion (Y1) on Customer Satisfaction (Y2) at 

Perumda Tirta Bhagasasi Bekasi. The research data were collected using 

questionnaires distributed to customers of Perumda Tirta Bhagasasi. The sample 

was selected using probability sampling, specifically random sampling. Data 

collection was conducted using a questionnaire distributed via Google Form with 

180 respondents. The analysis employed Multiple Linear Regression and 

hypothesis testing using t-test. The results of this study indicate that Service Quality 

significantly influences Customer Satisfaction, Service Quality significantly affects 

Promotion, but Promotion does not significantly influence Customer Satisfaction. 

Product Quality does not significantly influence Customer Satisfaction, and Product 

Quality does not affect Promotion. 

Keywords: Service Quality, Product Quality, Promotion, Customer Satisfaction 
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