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ABSTRAK 

 

Ryan Hezekiel Pardede/28180392/2022/ Pengaruh Kualitas Layanan dan Promosi Penjualan 

terhadap Kepuasan Pelanggan Shopeefood/ Pembimbing: Morryessa Brandinie, S.E, M.M. 

Perkembangan di bidang teknologi melibatkan masyarakat di era globalisasi saat ini 

Mengalami perubahan pola dan gaya hidup. Teknologi adalah kebutuhan masyarakat, 

ketahuilah bahwa internet dapat membantu masyarakat dalam banyak hal seperti 

konektivitas dan jangkauan yang sangat luas, pengurangan biaya komunikasi, interaksi, 

fleksibel, mampu menyebarkan ilmu dengan cepat dan mudah melakukan transaksi online. 

Teori yang digunakan pada penelitian ini adalah kualitas layanan, promosi penjualan dan 

kepuasan pelanggan. Variabel dalam penelitian ini terbagi menjadi dua jenis, yaitu variabel 

independen dan variabel dependen. Variabel bebas dalam penelitian ini adalah kualitas 

layanan dan promosi penjualan, sedangkan variabel terikat dalam penelitian ini adalah 

kepuasan pelanggan. 

Pengumpulan data dilakukan dengan cara penyebaran kuisioner melalui Google form kepada 

103 responden pelanggan Shopeefood. Pengambilan sampel dilakukan dengan cara non 

probability sampling dengan teknik judgement sampling. Metode analisis yang digunakan 

meliputi uji validitas, uji reliabilitas, uji normalitas, uji multikolinieritas, uji 

heteroskedastisitas, uji analisis regresi linear berganda, uji-T, uji-F. Pengujian dilakukan 

dengan menggunakan bantuan SPSS 26.  

Berdasarkan analisis data pada penelitian ini, diperoleh hasil bahwa responden sangat setuju 

bahwa kualitas layanan dan promosi penjualan terhadap kepuasan pelanggan sudah sangat 

baik serta mempunyai pengaruh positif dan signifikan terhadap kepuasan pelanggan. 

Sehingga hipotesis penelitian ini terbukti dapat diterima. 

Kesimpulan dari penelitian ini adalah, kualitas layanan dan promosi penjualan memiliki 

pengaruh yang positif dan signifikan terhadap kepuasan pelanggan Shopeefood. 

Kata kunci: Kualitas Layanan, Promosi Penjualan, Kepuasan Pelanggan. 
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ABSTRACT 

 

Ryan Hezekiel Pardede/28180392/2022/ The Effect of Service Quality and Sales Promotion 

on Shopeefood Customer Satisfaction/ Supervisor: Morryessa Brandinie, S.E, M.M. 

Developments in the field of technology involve people in the current era of globalization 

Experiencing changes in patterns and lifestyles. Technology is a people's need, know that 

the internet can help people in many ways such as connectivity and a very wide range, 

reduction of communication costs, interaction, flexibility, being able to spread knowledge 

quickly and easily doing online transactions. 

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

satisfaction. The variables in this study are divided into two types, namely the independent 

variable and the dependent variable. The independent variables in this study are service 

quality and sales promotion, while the dependent variable in this study is customer 

satisfaction. 

Data collection was carried out by distributing questionnaires through Google forms to 103 

Shopeefood customer respondents. Sampling was done by non-probability sampling with 

judgment sampling technique. The analytical methods used include validity test, reliability 

test, normality test, multicollinearity test, heteroscedasticity test, multiple linear regression 

analysis test, T-test, F-test. The test was carried out using the help of SPSS 26. 

Based on the analysis of the data in this study, the results showed that the respondents 

strongly agreed that the quality of service and sales promotion on customer satisfaction was 

very good and had a positive and significant influence on customer satisfaction. So that this 

research hypothesis is proven to be accepted. 

The conclusion of this study is that service quality and sales promotion have a positive and 

significant impact on Shopeefood's customer satisfaction. 

Keywords: Service Quality, Sales Promotion, Customer Satisfaction. 
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