
ABSTRAK 
PENGARUH KUALITAS PELAYANAN DAN HARGA TERHADAP KEPUASAN PELANGGAN DI KANTOR AUTO 2000 

CABANG MEDAN AMPLAS
Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan dan harga terhadap kepuasan pelanggan di kantor Auto 2000 Cabang Medan Amplas. Jenis penelitian yang dipilih adalah deskriptif kuantitatif. Jumlah sampel dalam penelitian ini sebanyak 96 pelanggan.   Alat pengumpulan data menggunakan kuesioner yang kemudian dianalisis berdasarkan uji validitas, uji reliabilitas dan uji asumsi klasik serta diolah dengan menggunakan bantuan software SPSS.  Teknik analisis data menggunakan uji regresi linier berganda, uji t, uji F dan uji koefisien determinasi (uji R2).  Hasil uji regresi linear berganda, menghasilkan persamaan linier berganda Y = 19.220 + 0.471(X1) + 0.310(X2).  Hasil uji t, variabel kualitas pelayanan (X1)  mempunyai pengaruh yang lebih dominan terhadap kepuasan pelanggan (Y) dari pada variabel harga (X2)  karena kualitas pelayanan (X1) memiliki nilai t hitung sebesar 4.300 dan lebih besar jika dibandingkan dengan nilai t hitung variabel harga (X2) sebesar 3.051. Hal ini juga membuktikan Ha1 dan Ha2 diterima, karna terbukti  kualitas pelayanan (X1) berpengaruh positif dan signifikan terhadap kepuasan pelanggan (Y) dan harga (X2) berpengaruh positif terhadap kepuasan pelanggan (Y).   Hasil uji F, nilai F hitung 568.732 lebih besar dari nilai F tabel yaitu 2.700. Hal ini menunjukkan H3 diterima sehingga dapat disimpulkan bahwa kualitas pelayanan pelayanan(X1) dan harga (X2) secara simultan berpengaruh positif dan signifikan terhadap variabel kepuasan pelanggan (Y). Hasil uji koefisien determinasi diperoleh nilai Adjusted R Square sebesar 0.923 atau 92.3%. Artinya variasi hubungan variabel kualitas pelayanan (X1) dan harga (X2) dengan kepuasan pelanggan (Y) dapat dikategorikan sangat tinggi karena persentase kualitas pelayanan (X1) dan harga (X2) dapat menjelaskan kepuasan pelanggan (Y) sangat besar yaitu sebesar 93.3% sedangkan sisanya sebesar 7.7% dipengaruhi oleh variabel lain yang tidak diteliti dalam penelitian ini.
Kata Kunci: Kualitas Pelayanan, Harga dan Kepuasan Pelanggan.
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Tae ErrECT OF SERVICE QUALITY AN 1CE ON CUSTOMET

SATISFACTION IN AUTO 2000 OFFICE SANDAR Y FIELD BRANCH

This study aims to analyze the effect of service quality and price on customer
satisfaction at the Auto 2000 office, Medan Amplas Branch. The type of research
chosen is descriptive quantitative. The number of samples in this study were 96
customers. The data collection tool uses o guestionnaive which is then analyzed
based on the validity test, reliability test and classical assumption test and
processed using SPSS sofiware. The data analysis technique used multiple linear
regression test, t test, I test and coefficient of determination test (R2 test). The
results of multiple linear regression, yielded multiple linear equations Y = 19.220 +
0.A471(X1) + 0.310(X2). The results of the t-test, the service quality variable (X1)
has a more dominant influence on customer satisfaction (Y) than the price variable
(X2) because the service quality (X1) has a t-count value of 4.300 and is greater
when compared to the t-value of the variable. price (X2) of 3,051. This also proves
that Hal and Ha? are accepted, because service guality (X1) has o positive and
significant effect on customer satisfaction (Y) and price (X2) has a positive effect on
customer satisfaction (Y). The results of the I test, the calculated I' value is
568,732, which is greater than the I table value, which is 2,700. This shows that H3
is accepted so that it can be concluded that the service quality (X1) and price (X2)
simultaneously have a positive and significant effect on the customer satisfaction
variable (Y) F he results of the cocﬁzczenl of delermznatzon obtamea' the Aajusted R

customer satisfaction (Y) is very large, which is 93.3% while
 influenced by other variables not examined in this study.
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THE EFFECT OF SERVICE QUALITY AND PRICE ON CUSTOMER SATISFACTION IN AUTO 2000 OFFICE SANDARY FIELD BRANCH

This study aims to analyze the effect of service quality and price on customer satisfaction at the Auto 2000 office, Medan Amplas Branch. The type of research chosen is descriptive quantitative. The number of samples in this study were 96 customers. The data collection tool uses a questionnaire which is then analyzed based on the validity test, reliability test and classical assumption test and processed using SPSS software. The data analysis technique used multiple linear regression test, t test, F test and coefficient of determination test (R2 test). The results of multiple linear regression, yielded multiple linear equations Y = 19.220 + 0.471(X1) + 0.310(X2). The results of the t-test, the service quality variable (X1) has a more dominant influence on customer satisfaction (Y) than the price variable (X2) because the service quality (X1) has a t-count value of 4.300 and is greater when compared to the t-value of the variable. price (X2) of 3,051. This also proves that Ha1 and Ha2 are accepted, because service quality (X1) has a positive and significant effect on customer satisfaction (Y) and price (X2) has a positive effect on customer satisfaction (Y). The results of the F test, the calculated F value is 568,732, which is greater than the F table value, which is 2,700. This shows that H3 is accepted so that it can be concluded that the service quality (X1) and price (X2) simultaneously have a positive and significant effect on the customer satisfaction variable (Y). The results of the coefficient of determination obtained the Adjusted R Square value of 0.923 or 92.3%. This means that variations in the relationship between service quality variables (X1) and price (X2) with customer satisfaction (Y) can be categorized as very high because the percentage of service quality (X1) and price (X2) can explain customer satisfaction (Y) is very large, which is 93.3% while the remaining 7.7% is influenced by other variables not examined in this study.
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