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ABSTRAK 
 

 

 

 

Nama : Bayu Laksono Aji Dosen Pembimbing : 

NPM  : 21177000402 H. Agustian Burda, BSBA, MBA 

Program Studi : S-1 Manajemen 

 

PENGARUH KUALITAS PELAYANAN, HARGA, DAN FASILITAS 

TERHADAP KEPUASAN PELANGGAN (STUDI KASUS PADA 

PELANGGAN BUS PARIWISATA PO.ONE BUS) 

ABSTRAK 

 
Penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Pelayanan, 

Harga, dan Fasilitas terhadap Kepuasan Pelanggan Bus Pariwisata PO.One Bus 

baik secara parsial maupun simultan. 

 
Penelitian ini menggunakan jenis penelitian asosiatif. Sampel dalam 

penelitian ini adalah pelanggan bus pariwisata PO.One Bus. Jumlah responden 

dalam penelitian ini sebanyak 100 responden. Metode pengumpulan data dalam 

penelitian ini adalah dengan menggunakan kuesioner. Alat analisis data yang 

digunakan adalah koefisien determinasi parsial dan simultan, serta pengujian 

hipotesis menggunakan bantuan Program SPSS (Statistical Package for the Sosial 

Sciences) Versi 25.0. 

 
Berdasarkan hasil dan pembahasan menunjukkan bahwa koefisien 

determinasi parsial kualitas pelayanan terhadap kepuasan pelanggan sebesar 

26,01%. Koefisien determinasi parsial harga terhadap kepuasan pelanggansebesar 

0,0004%. Koefisien determinasi parsial fasilitas terhadap kepuasan pelanggan 

sebesar 12,82%. Koefisien determinasi simultan kualitas pelayanan, harga dan 

fasilitas terhadap kepuasan pelanggan sebesar 68,6%. Berdasarkan hasilpengujian 

hipotesis dengan taraf nyata 5% disimpulkan bahwa secara parsial kualitas 

pelayanan, harga, dan fasilitas signifikan terhadap kepuasan pelanggan. Hasil 

pengujian hipotesis secara simultan menyimpulkan kualitas pelayanan, harga, dan 

fasilitas berpengaruh secara signifikan terhadap kepuasan pelanggan. 

Kata Kunci : Kualitas Pelayanan, Harga, Fasilitas, Kepuasan Pelanggan 
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THE EFFECT OF SERVICE QUALITY, PRICE, AND FACILITY ON 

CUSTOMER SATISFACTION (CASE STUDY ON PO.ONE BUS 

TOURISM BUS CUSTOMERS) 

ABSTRACT 

 
This study aims to determine the effect of service quality, price, and 

facilities on customer satisfaction of the PO.One Bus Tourism Bus either partially 

or simultaneously. 

 
This research uses associative research. The sample in this study is the 

PO.One Bus tourism bus customers. Data sample are 100 respondens. Method of 

data collection in this study use questionnaire. The analysis tool used is the 

coefficient partial & simultaneous determinationand hipotesis testing by Program 

SPSS (Statistical Package for the Social Sciences) Version 25.0 

 
Based on the results and discussion shows that the coefficient af partial 

determination of service quality on customer satisfaction is 26,01%. The coefficient 

of determination of price on customer satisfaction is 0,0004%. The coefficient of 

partial determination facilities to customer satisfaction is 12,82%. Simultaneous 

correlation coefficient of service quality, price, and facilities to customer 

satisfaction is 68,6%. Based on the results of hypothesis testing with a significance 

level of 5%, it is concluded that partially service quality, price and facilities are 

significant to customer satisfaction. The results of hypothesis testing 

simultaneously conclude that service quality, price and facilities have a significant 

effect on customer satisfaction. 

Kata Kunci : Service Quality, Price, Facilities, Customer Satisfaction 

 
 
 

 

 

 

 

 

 


