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ABSTRAK 

Dicky / 23140216 / 2017 / Pengaruh Kualitas Layanan dan Harga terhadap Kepuasan 

Mahasiswa Kwik Kian Gie School of Business di Sunter, Jakarta Utara /Pembimbing : Lily 

Harjati, Ir, M.M. 

Dengan semakin berkembangnya zaman, perguruan tinggi semakin diperhatikan oleh 

masyarakat. Tuntutan masyarakat terhadap kualitas yang berorientasi pada nilai pengguna 

jasa mengakibatkan perguruan tinggi harus melakukan perubahan. Dalam menghadapi 

persaingan antar perguruan tinggi yang semakin ketat, kepuasan mahasiswa menjadi 

prioritas utama bagi perguruan tinggi. 

Teori yang digunakan dalam penelitian ini adalah teori kualitas layanan, teori harga dan 

teori kepuasan pelanggan. Terdapat lima dimensi yang mempengaruhi kualitas layanan 

yaitu tangible, reliability, responsiveness, assurance dan empathy. Terdapat empat dimensi 

yang mempengaruhi harga yaitu keterjangkauan harga, kesesuaian harga dengan kualitas, 

kesesuaian harga dengan manfaat dan daya saing harga. Terdapat tiga dimensi kepuasan 

yaitu overall satisfaction, willingness to recommend dan confirmation of expectation. 

Metode penelitian dalam penelitian ini adalah non probability sampling dengan 

mengumpulkan data melalui kuesioner dengan menyebarkan kepada 100 responden yang 

merupakan konsumen Kwik Kian Gie School of Business. Alat ukur dalam penelitian yaitu 

uji validitas, uji reliabilitas, analisis deskriptif, uji asumsi klasik dan uji regresi linear 

berganda, alat bantu yang digunakan adalah SPSS 23.0. 

Hasil penelitian menunjukkan bahwa jumlah responden terbanyak adalah wanita dengan 

tahun angkatan 2014 dan jurusan manajemen. Berdasarkan analisis regresi linear berganda 

didapatkan hasil bahwa terdapat pengaruh signifikan dan positif dari kualitas layanan dan 

harga terhadap kepuasan pelanggan. 

Penelitian ini menghasilkan kesimpulan bahwa secara keseluruhan bahwa kualitas layanan 

dan harga berpengaruh terhadap kepuasan pelanggan, dengan presentasi rata-rata kualitas 

layanan, harga dan kepuasan pelanggan yang netral. Artinya kualitas layanan dan harga 

berpengaruh terhadap mahasiswa Kwik Kian Gie School of Business  
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ABSTRACT 

Dicky / 23140216/2017 / The Effect of Service Quality and Price on Kwik Kian Gie 

School of Business Student Satisfaction at Sunter, North Jakarta / Advisor: Lily Harjati, Ir, 

M.M. 

With the development of the era, universities are increasingly being noticed by the public. 

The public demand for quality-oriented service users leads universities to make changes. In 

the face of increasingly intense competition among universities, student satisfaction is a 

top priority for universities. 

The theory used in this research is service quality theory, price theory and customer 

satisfaction theory. There are five dimensions that affect the quality of service that is 

tangible, reliability, responsiveness, assurance and empathy. There are four dimensions 

that affect the price of the affordability of prices, the suitability of prices with quality, the 

suitability of prices with benefits and price competitiveness. There are three dimensions of 

satisfaction that is overall satisfaction, willingness to recommend and confirmation of 

expectation. 

The method of research in this study is non probability sampling by collecting data through 

questionnaires by distributing to 100 respondents who are consumers Kwik Kian Gie 

School of Business. The measuring instrument in the research is the validity test, reliability 

test, descriptive analysis, classical assumption test and multiple linear regression test, the 

tool used is SPSS 23.0. 

The results showed that the largest number of respondents were women with year 2014 and 

management majors. Based on multiple linear regression analysis, it is found that there is 

significant and positive influence from service quality and price to customer satisfaction. 

The study concludes that overall the quality of service and price has an effect on customer 

satisfaction, with an average presentation of service quality, price and neutral customer 

satisfaction. This means that the quality of service and price affects Kwik Kian Gie School 

of Business students 
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