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ABSTRAK 

 

WIDIYA NATACHA. NIM 2411907913. Pengaruh Lokasi, Promosi dan Kualitas 

Layanan Terhadap Kepuasan Pelanggan PT. Matahari Department Store Di 

Cibinong City Mall. 
 

 

Persaingan dalam dunia bisnis yang luas saat ini untuk dapat menembus pasaran semakin 

hari semakin ketat, hal ini disebabkan adanya era globalisasi dan perkembangan dunia 

modern yang terus maju dan mengalami perubahan. Industri ritel merupakan salah satu 

dari sekian banyak industri yang mengalami perkembangan yang cukup positif. Salah satu 

industri ritel yang ada di Indonesia yaitu department store. Adapun permasalah seperti 

lokasi yang tidak mudah dijangkau, promosi yang dilakukan hanya dalam waktu tertentu 

saja, ketidaksigapan dalam melayani hingga mengkesampingan kepuasan pelanggan. 
 

Tujuan dari penelitian ini adalah untuk mengetahui dan menganalisis Pengaruh Lokasi, 

Promosi, Kualitas Pelayanan Terhadap Kepuasan Pelanggan PT. Matahari Department 

Store Cibinong City Mall. Jenis penelitian yang digunakan adalah penelitian kuantitatif 

dengan metode penelitian berupa pengumpulan data menggunakan kuesioner. Model 

analisis data yang digunakan adalah analisis regresi linier berganda. Pemilihan sampel 

dilakukan dengan cara probability sampling. Adapun sampel tersebut berjumlah 100 

responden, dengan menggunakan rumus lemeshow. 
 

Dengan hasil uji regresi menunjukan bahwa 50,7% faktor-faktor kepuasan pelanggan PT. 

Matahari Department Store Cibinong City Mall dijelaskan oleh lokasi, promosi dan 

kualitas pelayanan sedangkan sisanya 49,3% dijelaskan oleh faktor lain yang tidak diteliti 

dalam penelitian ini. Sedangkan Uji F menunjukkan bahwa variabel independent yang 

terdiri dari lokasi, promosi dan kualitas pelayanan secara simultan berpengaruh signifikan 

terhadap kepuasan pelanggan PT. Matahari Department Store Cibinong City Mall dengan 

hasil analisis Fhitung = (34,924) > dari Ftabel = (2,47). Hasil Uji t menunjukkan variabel 

lokasi hasil analisis thitung = (-0,247) dimana ttabel (1,985) maka secara parsial variabel 

tersebut tidak berpengaruh signifikan terhadap kepuasan pelanggan, berbeda dengan 

variabel promosi menunjukkan hasil thitung (4,160) dan kualitas pelayanan (3,279) dimana 

ttabel (1,985) maka secara parsial variabel tersebut berpengaruh signifikan terhadap 

kepuasan pelanggan PT. Matahari Department Store Cibinong City Mall. Bisa dijelaskan 

bahwa variabel yang dominan berpengaruh terhadap kepuasan pelanggan PT. Matahari 

Department Store Cibinong City Mall adalah promosi. 
 

Kata kunci: lokasi, promosi, kualitas pelayanan, kepuasan pelanggan 
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ABSTRACT 

 

WIDIYA NATACHA. NIM 2411907913. The Influence of Location, Promotion and 

Quality of Service on Customer Satisfaction PT. Matahari Department Store In 

Cibinong City Mall. 
 

 

Competition in today’s business world to be able to penetrate the market is getting tougher 

day by day, this is due to the era of globalization and the development of the modern world 

which continues to advance and undergo changes. The retail industry is one of the many 

industries that has experienced quite positive developments. One of the retail industries 

in Indonesia is department stores. As for problems such as locations that are not easy to 

reach, promotions that are carried out only at certain times, unresponsiveness in serving 

to the exclusion of customer satisfaction. 
 

The purpose of this study was to determine and analyze the effect of location, promotion 

and service quality on customer satisfaction at PT. Matahari Department Store Cibinong 

City Mall. Thee type of research used is quantitative research with research methods in 

the form of data collection using a quetionnaire. The data analysis model used is multiple 

linear regression analysis. The sample selection was carried out by means of probability 

sampling. The sample is 100 respondents, using the lemeshow formula. 
 

With the results of the regression test showed that 50,7% of PT. Matahari Department 

Store Cibinong City Mall is explained by location, promotion and service quality while 

the remaining 49,3% is explaining by other factors not examined in this study. While the 

F test shows that the independent variables consisting of location, promotion and service 

quality effect on customer satisfaction at PT. Matahari Department Store Cibinong City 

Mall with the results of the analysis Fcount = (34,924) > from Ftable = (2,47). The results 

of the t test show that the location variable results from the analysis tcount = (-0,247) 

where ttable partially this variable does not have a significant effect on customer 

satisfaction, in contrast to the promotion variable showing the results tcount (4,160) and 

service quality (3,279) where ttable (1,985) then partially these variables have a 

significant effect on customer satisfaction PT. Matahari Department Store Cibinong City 

Mall. It can be explained that the most dominant variable influences customer satisfaction 

at PT. Matahari Department Store In Cibinong City Mall is a promotion. 

 

Keywords: location, promotion, service quality, customer satisfaction 
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