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ABSTRAK 

Penelitian ini bertujuan menganalisis pengaruh kualitas pelayanan, harga, dan promosi 

terhadap kepuasan pelanggan H&M Trans Studio Mall Cibubur. Sampel pada penelitian 

ini 100 pelanggan. Metode yang digunakan adalah regresi linier berganda. Hasil penelitian 

ini uji simultan (F) membuktikan ketiga variabel berpengaruh signifikan terhadap kepuasan 

pelanggan (Fhitung=57,780 > Ftabel=3,090). Nilai Adjusted R² sebesar 

63,2% mengindikasikan variabel independen menjelaskan 63,2% variasi kepuasan 

pelanggan, sementara 36,8% dipengaruhi faktor lain di luar penelitian. Secara parsial 

kualitas pelayanan berpengaruh positif dan signifikan terhadap kepuasan pelanggan di 

Toko H&M Trans Studio Mall Cibubur, karena thitung  (9,155)  > ttabel  (1.98397), Secara 

parsial harga berpengaruh positif dan signifikan terhadap kepuasan pelanggan di Toko 

H&M Trans Studio Mall Cibubur karena thitung (3,587) > ttabel  (1.98397), Secara parsial 

promosi berpengaruh positif dan signifikan terhadap kepuasan pelanggan di Toko H&M 

Trans Studio Mall Cibubur karena thitung (3,149) > ttabel  (1.98397). Variabel kualitas 

pelayanan memiliki pengaruh dominan dalam penelitian ini. 

 

Kata Kunci: Kualitas Pelayanan, Harga, Promosi, Kepuasan Pelanggan 
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ABSTRACT 

This study aims to analyze the influence of service quality, price, and promotion on 

customer satisfaction of H&M Trans Studio Mall Cibubur. The sample in this study is 100 

customers. The method used is multiple linear regression. The results of this study were 

simultaneous tests (F) proving that the three variables had a significant effect on customer 

satisfaction (Fcal = 57,780 > Ftable = 3,090). An Adjusted R² value of 63.2% indicates 

that independent variables explain 63.2% of the variation in customer satisfaction, while 

36.8% are influenced by other factors outside the study. Partially the quality of service has 

a positive and significant effect on customer satisfaction at H&M Trans Studio Mall 

Cibubur Store, because of the tcount (9,155) > ttable (1.98397), Partially the price have a 

positive and significant effect on customer satisfaction at the H&M Trans Studio Mall 

Cibubur Store because of the tcount (3,587) > ttable (1.98397), Partially the promotion 

has a positive and significant effect on customer satisfaction at the H&M Trans Studio Mall 

Cibubur Store because of the tcount (3,149) > table (1.98397). The service quality variable 

had a dominant influence in this study.  

 

Keywords: Service Quality, Price, Promotion, Customer Satisfaction 
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