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ABSTRAK 

PENGARUH KUALITAS PRODUK, CUSTOMER RELANTIONSHIP 

MANAGEMENT DAN KUALITAS LAYANAN TERHADAP KEPUASAN 

PELANGGAN FIRST MEDIA DI JAKARTA SELATAN 

 

Oleh: 

Anugrah Rega Setiawan 

203402516276 

Final Project under the guidance of Dr. Rahayu Lestari, S.E., M.M. 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh kualitas 

produk, Customer relationship management, dan kualitas layanan terhadap variabel 

dependen kepuasan pelanggan. Peneliti mengirimkan kuesioner kepada seratus 

responden pengguna First Media di bagian selatan Jakarta untuk mengumpulkan 

data pertama untuk penelitian ini. Perangkat lunak SPSS 20 digunakan untuk 

memproses data ini. Analisis deskriptif dan inferensial digunakan dalam penelitian 

ini. Uji instrumental, korelasi linier berganda, serta uji kelayakan model dan 

hipotesis digunakan untuk menguji data. 

Temuan menunjukkan bahwa variabel dependen kepuasan pelanggan 

dipengaruhi secara positif dan signifikan oleh variabel independen Kualitas 

Layanan, Customer Relationship Management, dan Kualitas Produk. Dengan 

demikian, dengan meningkatkan ketiga variabel independen tersebut, kepuasan 

pelanggan First Media di Jakarta Selatan dapat ditingkatkan. 

Kata kunci: Kualitas Produk, Customer Relantionship Management, Kualitas 

Layanan, dan Kepuasan Pelanggan.  

 

 

 

 

 

 

 

 

 



 

ABSTRACK 

THE INFLUENCE OF PRODUCT QUALITY, CUSTOMER RELATIONSHIP 

MANAGEMENT AND SERVICE QUALITY ON FIRST MEDIA CUSTOMER 

SATISFACTION IN SOUTH JAKARTA 

 

By: 

Anugrah Rega Setiawan 

203402516276 

Thesis under the guidance of Dr. Rahayu Lestari, S.E., M.M 

 

The purpose of this study is to determine the effect of product quality, customer 

relationship management, and service quality on the dependent variable of customer 

satisfaction. First Media sent questionnaires to one hundred respondents in the southern 

part of Jakarta to collect the first data for this study. SPSS 20 software was used to process 

this data. Descriptive and inferential analysis were used in this study. Instrumental tests, 

multiple linear correlations, and model and hypothesis feasibility tests were used to test 

the data. 

The findings show that the dependent variable customer satisfaction is positively 

and significantly influenced by the independent variables Service Quality, Customer 

Relationship Management, and Product Quality; in addition, the dependent variable 

positively and significantly influences the dependent variable Customer Satisfaction. 

Thus, by increasing the three independent variables, First Media customer satisfaction in 

South Jakarta can be increased. 

Keywords: Product Quality, Customer Relationship Management, Service Quality, and 

Customer Satisfaction. 
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