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ARTICLE INFO ABSTRACT

Article history: This research aimed to examine the effects on (1) service quality on customer

Received satisfaction, (2) product price on customer satisfaction, and (3) service quality
Received in revised form and product price customer satisfaction. This research was conducted at Lotte
Accepted Grosir Yogyakarta. The participants were 100 customers who were randomly

Available online selected. Data were collected by distributing questionnaires that had been tested

for validity and reliability. The analytical method used is multiple regression
Keywords analysis. This analysis was used to determine the simultaneous and partial
Service quality, price, customer satisfaction influence between the dependent variable and the independent variable. The
research results show that (1) service quality has a negative effect on a customer
satisfaction, (2) product price has a negative effect on customer satisfaction, and
(3) service quality and product price simultaneously have a negative effect on
customer satisfaction.

1. Introduction

In this day and age, Indonesia is experiencing a period of significant lifestyle changes and
technological developments followed by the development of the internet and social media. This
condition provides great opportunities for businesses, especially retail, to be able to develop.
Recently, modern retail businesses continue to grow and develop to meet the needs of the
community who want an easy product purchasing process, affordable prices, adequate services
and facilities. Retail business competition is getting intense so that retail owners must be able to
create innovations and present different experiences to be able to meet the needs of the
community. Some types of modern retail that are currently growing very rapidly in Indonesia are
hypermarkets such as Transmart Carrefour, Hypermart, Lotte Mart, and others.

Table 1. Brand Comparison in Retail Category

Brand 2018 | 2019 | 2020 | 2021 | 2022
Hypermart 24.60 | 19.60 [ 21.40 | 26.20 | 26.70
Lotte Mart 440 | 230 | 1.40 | 53 | 5.90

Transmart Carrefour | 32.30 [ 33.40 | 33.60 [ 39.80 ] 39.30

(Source: https://www.topbrand-award.com/top-brand-index accessed in 2023)

Based on the results of the top brand index survey from 2018 to 2021, in the retail category,
hypermarkets compete every year to get a good Top Brand Index in order to get Top Brand Award.
This award is awarded by referring to the Top Brand Index which is an official Top Brand survey
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with an independently operated methodology. The results of the Top Brand Award survey are
always awaited by many brands in Indonesia because this predicate is proof of customer trust.
Based on the data in the table above, a hypermarket with the lowest top brand index is Lotte
Grosir.

Table 2. The number of customer complaints to Hypermarket in Yogyakarta

The number of complaints received

Hypermarket 2018 | 2019 [ 2020 | 2021 [ 2022
Transmart Carrefour Plaza Ambarukkmo 279 287 187 | 195 | 351
Lotte Mart Wholesale / Lotte Grosir 1037 | 1127 | 859 | 938 | 1208
Hypermart Pakuwon Mall 368 319 225 | 274 | 306

(Source: Primary Data, 2023)

Based on the data obtained from each hypermarket customer care section in Table 2, it can
be seen that the hypermarket with the highest and increasing number of customer complaints is
Lotte Grosir.

Figure 1.The Number of Complaints Received by Lotte Grosir Yogyakarta in 2018-2022
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(Source: Primary Data, 2023)

Based on the data in Table 3, over the past 4 years, the number of complaints received by
Lotte Grosir fluctuated. In 2019, the number of customer complaints at Lotte Grosir was 8.6%. In
2020, the number of customer complaints at Lotte Grosir decreased by (-23.7%) because in that
year the Covid 19 pandemic occurred which caused several outdoor activities to be restricted and
Lotte Grosir experienced a decrease in the number of visitors. In 2021, the level of customer
complaints increased by 9% compared to the previous year. However, after the conditions was
back to normal in 2022, the level of customer complaints at Lotte Grosir tended to increase
(28.7%).

Customer satisfaction is the key for companies to retain customers. According to Lovelock and
Wirtz (2011), satisfaction refers to an attitude that is determined based on the experience gained.
Satisfaction is an assessment of the characteristics or specialties of a product or service or the
product itself that provides a level of consumer satisfaction related to the fulfillment of consumer
consumption needs. Consumer satisfaction can be developed through quality, service, and value
received. Based on the explanation above, research on customer satisfaction at Lotte Grosir
Yogyakarta is essential to be conducted to find out how much influence service quality and product
prices have on customer satisfaction. Therefore, the author is interested in conducting research
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entitled "The Influence of Product Prices and Service Quality on Customer Satisfaction at Lotte
Grosir Yogyakarta"

2. Method

This study employed a quantitative method. The type of approach used is a quantitative
descriptive analysis approach with explanatory research. This method is aimed at explaining the
position of the variables studied and the influence between one variable and another. Sugiyono
(2017:6). Meanwhile, according to Sani, Ahmad. Maharani (2013:180) explanatory research is
research to test hypotheses that will be tested for their truth.

Research Setting

This research was conducted at Lotte Grosir Yogyakarta located at JI. Ring Road Utara,
Meguwo, Maguwoharjo, Depok District, Sleman Regency, Special Region of Yogyakarta 55282. The
time of this research was conducted from October 2023 - May 2024,

Population and Sample

The population in this study was Lotte Grosir Yogyakarta customers whose number is
unknown. The technique used was non-random sampling, so the sample was not selected
randomly because the sample was customers who shopped at Lotte Grosir Yogyakarta. In this
study, the number of research samples was determined using the Lemeshow formula, because the
population size is unknown. The formula and explanation are shown below.

2
n=2 14 P(LP)
dZ
The number sample taken in this study
n = (1.96)°.0.5 (1-0.5)
(0.1)?
= 3.8416.0.25
0.01
= 96.04
=97

Data Collection Technique

Data in this study were collected by means of questionnaires in series or lists of questions
that were systematically arranged and then sent to be filled out by respondents (Bungin,
2005:133). The questionnaires were distributed to those who have shopped at Lotte Grosir
Yogyakata.

Data Analysis Technique

In this study, the data analysis techniques used were descriptive analysis, classical
assumption test, simple linear regression analysis, simple regression analysis, hypothesis testing.
These procedures were carried out to determine the influence between independent variables on
dependent variables.

3. Results and Discussion
3.1. Results
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Classical Assumption Test
a. Normality Test

Variable Sig

Limit

Description

Unstandardized Residual 0,063

>0,05

Normal

(Source: Data processed by author, 2024)

b. Linearity Test

Variable Sig Limit | Description

Service Quality 0,000 | <0,05 | There is a linear
relationship

Product Price 0,000 | <0,05 | There is a linear
relationship

(Source: Data processed by author, 2024)

c. Heterchodasticity Test

Variable Sig Conclusion
Service Quality 0,547 | Non- heteroskedastic
Product Price 0,063 | Non- heteroskedastic

(Source: Data processed by author, 2024)

d. Multicollinearity Test

Variable Tolerance | VIF Conclusion
Service Quality 0,698 1,443 | Non-Multicollinear
Product Price 0,698 1,443 | Non-Multicollinear

(Source: Data processed by author, 2024)

Simple Linear Regression Analysis
a. Service Quality

Coefficients®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Eeta t Sig.
1 (Constant) 64,344 3,808 16,896 Rilo]y
Kualitas_Pelayanan - /5645 a7 - 625 -7.918 .ooan

a. DependentWariable: Kepuasan_FPelanggan

(Source: Primary data processed by author, 2024)
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b. Product Price

Coefficients®

Standardized
Unstandardized Coefficients Coeflicients
Madel B Stel. Error Beta t Sig.
1 (Constant) 81,677 3188 25534 ,000
Harga_Produk -2,288 154 -,832 -14 868 000

a. DependentVariable: Kepuasan_Pelanagan

(Source: Primary data processed by author, 2024)
Multiple Linear Regression Analysis

Coefficients”
Unsfapdardized  Standardized
Coeffictents  Coefficients

Model B Std. Exzor Beta T Sig.
1 (Constant) 85.636 3.166 27.049 .000
Kualitas. -218 057 -241  -3.848 .000
Pelayanan
Harga Emduk -1.923 172 -.700 -11.153  .000

(Sumber Hasil Olah Data Primer, 2024)
Based on table 22, the multiple linear equation is as follows.
Y =85.636 — 0.241X1 — 0.700X2

Hypothesis Testing
a. T-Test
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 85.636 3.166 27.049 .000
Kualitas -.218 057 -241  -3.848 .000
Pelayanan
Harga Produk -1.923 172 - 700 -11.153 .000
a. Dependent Variable: Kepuasan Pelanggan

Sumber: Data primer yang diolah 2023

1. Hypothesis test 1 (The effects of service quality on customer satisfaction)

The results of the first hypothesis test regarding the impact of service quality on customer
satisfaction obtained a t-count of -3.848; with a significance value of 0.000 <0.05, this
indicates that service quality has a negative and significant effect on Lotte Grosir customer
satisfaction. Thus, the first hypothesis is rejected.

2. Hypothesis test 2 (The effects of product price on customer satisfaction)
The results of the second hypothesis test regarding the impact of product price on
customer satisfaction obtained a t-count of -11.153; with a significance value of 0.000
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<0.05, this indicates that product price has an effect. Ho is rejected and Ha is accepted.
The hypothesis of this study states that product price has a negative and significant effect
on Lotte Grosir customer satisfaction. Thus, the second hypothesis is accepted.

b. F-Test
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 5736.924 2 2868.462 133.508 .00Qp
Residual 2084.076 97 21.485
Total 7821.000 99
a. Dependent Variable: Kepuasan Pelanggan
b. Predictors: (Constant), Harga Produk, Kualitas Pelayanan

(Sumber : Data diolah, 2024)

Based on the results of the F statistical test in the table above, it can be seen that the F
count value is 133.508, the significance value is 0.000 <0.05, and the F table value in the F
distribution table is 133.508. It can be concluded that the F count value> F table is 133.508>
3.09 and the sig value is 0.000 <0.05 which means that there is a simultaneous influence of
service quality and product price on Lotte Grosir customer satisfaction. This indicates that Ho is
rejected while Ha is accepted. The hypothesis of this study states that service quality and
product price have a negative and significant effect on Lotte Grosir Yogyakarta customer
satisfaction. This means that the third hypothesis is also rejected.

Coefficient of Determination

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8562 734 728 4.63523

a. Predictors: (Constant), Harga Produk, Kualitas Pelayanan

Source: Primary data processed by author, 2024

It can be seen that the correlation coefficient value (R2) is 0.728. It means that 72.8% of the
customer satisfaction can be represented by variables other than service quality and product
price. Meanwhile, 27.2% of customer satisfaction can be explained by other factors.
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3.2. Discussion
1) The effects of service quality on customer satisfaction at Lolttell Grolsir Yolgyakarta

The results of the study showed that the value of the correlation coefficient () is
-0.241 and p = 0.000. This indicates that the quality of the service has a negative impact on
customer satisfaction, so the first hypothesis is accepted. The influence of the quality of
the service on the satisfaction of customer satisfaction is 0.386 (38.6%). Thus, when the
service quality increases but it is out of customer expectation, the customer satisfaction
may still decrease. This result is in line with a study by Hermawati (2018) that showed that
the quality of customer service has a negative and significant effect on customer
satisfaction. Then, it can be concluded that every change in service quality will affect
customer satisfaction.

2) The effects of product price on customer satisfaction at Lolttell Grolsir Yolgyakarta

The results of the present study show that the value of the correlation coefficient
(B) is -0.700 and p = 0.000. This shows that the price of product has negative impacts on
customer satisfaction, so the third hypothesis is accepted. The correlation of the price of
the product on the satisfaction of the customer is 0.690 (69.0%). This negative regression
value means that if the price raises, customer satisfaction will decrease. This result is in
line with Pramana's (2018) study which shows that price has a negative and significant
effect. This indicates that the higher the price offered, the lower the customer
satisfaction. If the price offered is lower and meets customer expectations, the higher the
satisfaction.

3) The effects of service quality and product price on customer satisfaction at Lolttell Grolsir

Yolgyakarta

The results of the study show that the correlation coefficient () value of service
quality is -0.241 and p = 0.000. The correlation coefficient (3) value on the variable of the
price is -0.700 and p = 0.000. This shows that service quality and price simultaneously has
negative effects on customer satisfaction. Therefore, the third hypothesis is rejected. The
percentage of the effects is 0.728 (72.8%). Lolvelock in Rambat Lolpiyoladi (2006:183)
defines service quality as the gap between customer expectations and reality for the
services they receive. If the increase in service quality does not meet customer
expectations, customer satisfaction will decrease. In addition, if the service quality is
increased to exceed customer expectations, it will cause additional costs, so this will
reduce customer satisfaction. Therefore, companies must be able to ensure that customer
expectations are met through the quality of service or the price of the product offered. If
customers are satisfied, trust between the customer and the company will develop. This
trust may continue and lead to a good long-term impact for the company.

4. Conclusions

a.

b.

The quality of service has a negative and significant effect on customer satisfaction as
shown by the (B) value of -0.241 and p = 0.000. This shows that the quality of service has a
negative effect on customer satisfaction at Loltte Grolsir Yogyakarta.

The product price has a negative and significant effect on customer satisfaction as shown
by (B) value of -0.700 and p = 0.000. This indicates that the price of product affects
customer satisfaction at Lotte Grosir Yogyakarta.
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The quality of service and the price of product simultaneously affect customer satisfaction
as shown by (B) value of -0.241 and p = 0.000 for the service quality; (B) value s -0.700 and
p = 0.000 for the product price. This shows that service quality and product price
simultaneously have negative effects on customer satisfaction at Lotte Grosir Yogyakarta.

References

(1]
(2]
(3]

(4]
(5]

(6]

(7]

(8]
(9]
(10]
(11]
(12]

(13]

(14]

(15]
(16]
(17]

(18]

(19]
(20]
(21]
(22]
(23]
(24]
(25]
(26]
(27]
(28]

Alma, B. (2007). Manajelmeln Pelmasaran dan Pelmasaran Jasa. Alfabelta.
Amir. (2004). Stratelgi Melmasulki Pasar Elkspor. PPM.
Arianto, Handoko, Y., & Delwi, W. (2023). Pelngarulh Harga, Kulalitas Pellayanan Dan Fasilitas Telrhadap
Kelpulasan Pellanggan di Imam Bonjol Hostell Selmarang. Bulrsa : Julrnal Elkonomi Dan Bisnis, 2(1), 88—100.
https://doi.org/10.59086/jelb.v2i1.236

Barata, A. A. (2003). Dasar-Dasar Pellayanan Prima. PT. Grameldia Pulstaka.

Bulngin, B. (2005). Meltodologi Pelnellitian Kulantitatif Komulnikasi, Elkonomi, dan Kelbijakan Pulblik selrta
lImul-llmul Sosial Lainnya (Eldisi Pelrtama) (1st eld.). Prelnada Meldia.

Caniago, C., Sirelgar, R. T., Jullyanthry, J., & Pakpahan, G. El. (2019). Pelngarulh Kulalitas Pellayanan Dan Harga
Telrhadap Kelpulasan Konsulmeln Delngan Brand Imagel Selbagai Variabell Modelrating Pada Toko Sinar Bintang
Photo Pelmatangsiantar.  SUILTANIST:  Julrnal ~ Manajelmeln  Dan  Kelulangan,  7(2), 21-31.
https://doi.org/10.37403/sulltanist.v7i2.151

Collin. (2003). Partitioning coulntry-of-origin elffelcts: Consulmelr elvalulations of a hybrid produlct. Joulrnal of
Intelrnational Bulsinelss Stuldiels, 24.

Cravelns, D. W. (1996). Pelmasaran Stratelgis. Elrlangga.

Darmadi, H. (2011). Meltodel Pelnellitian Pelndidikan. Alfabelta.
Dharmmmelsta, B. S. (2007). Azas-Azas Markelting. Libelrty Yogyakarta.
Fandi, T. (2014). Selrvicel, Qulality & Satisfaction (3rd eld.). Andi Offselt.

Farida, ., Tarmizi, A., &, y. (n.d.). Analisis Pelngarulh Baulran Pelmasaran 7P Telrhadap Kelpulasan Pellanggan
Pelnggulna Gojelk Onlinel. Julrnal Riselt Manajelmeln Dan Bisnis, 1, 31-40.

Fitzsimmons, Jamels A., Fitzsimmons, M. J. (2006). Selrvicel Managelmelnt Opelrations, Stratelgy, and
Information Telchnology (p. 21). McGraw Hill.

Gulltom, D. K., Arif, M., & Mulhammad Fahmi. (2020). Deltelrminasi Kelpulasan Pellanggan Telrhadap Loyalitas
Pellanggan Mellaluli Kelpelrcayaan. Manelgggio: Julrnal Ilmiah Magistelr Manajelmeln, 3(2), 171-180.
Hardiansyah. (2011). Kulalitas Pellayanan Pulblik. Gava Meldia.

Hasan, A. (2013). Markelting dan Kasuls - Kasuls Pilihan. CAPS.

Helrmawati. (2018). Pelngarulh Kompeltelnsi Pelgawai, Kulalitas Pellayanan Dan Disiplin Kelrja Telrhadap
Kelpulasan Pellanggan Pada Kantor Ulpt Pelndapatan Wilayah Makassar 01 Sellatan, Provinsi Sullawelsi Sellatan.
Julrnal Mirai Managelmeint, 3(1), 78-91.

Ibnul, S., Moelhnilabib, M., Mulkhadis, A., Sulparno, m Rofi’uldin, A., & S Sulkarnyana, I. . (2003). Dasar-Dasar
Meltodologi Pelnellitian. UIM Prelss.
Indrasari, M. (2019). Pelmasaran dan Kelpulasan Pellanggan. Ulnitomo Prelss.
Indriasari, M. (2019). Pelmasaran dan Kelpulasan Pellanggan. Ellelx Meldia Kompultindo.
Kamuls Belsar Bahasa Indonelsia (KBBI) velrsi onlinel/daring (dalam jaringan). (n.d.). https://kbbi.welb.id/layan
Kotlelr, P., & Amstrong, G. (2008). Prinsip Pelmasaran Jilid 1&2 (12th eld.). Elrlangga.
Kotlelr, P., & Amstrong, G. (2012). Prinsip-Prinsip Pelmasaran Eldisi 12. Jilid 1. Telrjelmahan Bob Sabran. Elrlangga.
Kotlelr, P. (2007). Manajelmeln Pelmasaran lJilid Kelsatul. PT. Indelks Kellompok Grameldia.
Kotlelr, P. (2010). Manajelmeln Pelmasaran. Elrlanggan.
Kotlelr, P. & K. K. L. (2016). Markelting Managelmelnt 15th Eldition. Pelarson Eldulcaton, Inc.
Kotlelr, P. and K. L. K. (2016). Markelting Managelmelnt 115th eld. Pelarson Eldulcation Limiteld.
Kotlelr, P., & Gary, A. (2012). Prinsip-prinsip Pelmasaran. Elrlangga.

Ari Fatunimah (The Effects of Service Quality and Product...) 8



Journal Applied Business and Office Administration
Volume 1, Nomor 1 (2025)

[29]

(30]
(31]
(32]
(33]
(34]

(35]

(36]

(37]
(38]
(39]
[40]
(41]

(42]
(43]
(44]
(45]

[46]
[47]
(48]

[49]
(50]
(51]
(52]
(53]
(54]
(55]
(56]
(57]
(58]
(59]

(60]
(61]
(62]
(63]
(64]
(65]
(66]

Kottlelr dan Kelllelr. (2007). Manajelmeln Pelmasaran lJilid 1 dan 2 (Telrjelmahan: Drs. Belnyamin Molan) (12th

eld.). Indelks.

Kottlelr dan Kelllelr. (2012). Manajelmeln Pelmasaran Jilid 1 Eldisi 13. Elrlangga.

Lovellock dan Wirtz. (2011). Manajelmeln Pelmasaran. Indelks Kellompok Grameldia.
Lulpiyoadi, R. (2013). Manajelmeln Pelmasaran Jasa (Praktik dan Telori). PT. Salelmba Elmpat.
Moelnir, H. A. . (2002). Manajelmeln Pellayanan Ulmulm di Indonelsia. Bulmi Aksara.

Naulmann, El., & K, G. (1995). Culstomelr Satisfaction Melasulrelmelnt and Managelmelint, Cincinnati, Ohio.
Thompson Elxcelultivel Prelss.

Nofrianda, H. (2019). Analisis pelngarulh kulalitas produlk, kulalitas layanan, dan harga telrhadap kelpulasan
konsulmeln. Managamelnt Insight: Julrnal IImiah Manajelmeln, 13(1), 71-85.
https://doi.org/10.33369/insight.13.1.71-85
Novia, M. A., Selmmaila, B., & Imadulddin, I. (2020). Pelngarulh kulalitas Layanan Dan Kulalitas Produlk Telrhadap
Kelpulasan Pellanggan  Taksi  Blulel Bird di Sulrabaya. Tata Kellola, 7(2), 201-212.
https://doi.org/10.52103/tatakellola.v7i2.174
Philip Kotlelr & Gary Amstrong. (2008). Prinsip-prinsip Pelmasaran (Jilid 1).

Pramana, H. A. (2018). Pellanggan (Stuldi Pada Warulng Spelsial Sambal UIMS Solo).
Priansa, D. J. (2018). Pelrilakul Konsulmeln dalam Bisnis Kontelmporelr. Alfabelta.
PT. Lottel Indonelsia. (2015). No Titlel. https://www.lottel.co.id/id/aboult-uls

Pulrba, S. S. (2022). Pelngarulh kulalitas pellayanan (aultomatic telllelr machinel) ATM dan kelpulasan telrhadap
loyalitas nasabah BRI Syariah ponorogo. Ulnivelrsitas Qulality Belrastagi.
Pulrnama, N. (2006). Manajelmeln Kulalitas (1st eld.). Elkonisia.

Rambat Lopiyoadi. (2006). Manajelmeln Pelmasaran Jasa. Salelmba Elmpat.
Ricky, G. W., & Ellbelrt, R. J. (2002). Managelmeint. Elrlangga.

Rohaelni, H., & Marwa, N. (2018). Pelngarulh Kulalitas Pellayanan Telrhadap Kelpulasan Pellanggan. Julrnal
Elcodelmia, 2(2), 312-318. https://doi.org/10.53978/jd.v5i1.45
Rulstanti, N. (2015). Bulkul Ajar Elkonomi. Delelpulblish.

Sangadji, EIl. M., & S. (2013). Pelrilakul Konsulmeln. Andi Offselt.

Sani, Ahmad. Maharani, V. (2013). Meltodologi Pelnellitian Manajelmeln Sulmbelr Daya Manulsia : Telori,

Kulisionel, dan Analisis Data. Ulin Prelss.

Stanton, W. J. (2007). Prinsip Pelmasaran. Elrlangga.

Sulgiyono. (2014). Meltodel Pelnellitian Pelndidikan Pelndelkatan Kulantitatif, Kulalitatif dan R&D. Alfabelta.
Sulgiyono. (2016). Meltodel Pelnellitian Kulantitatif, Kulalitatid dan R&D. PT. Alfabelt.

Sulgiyono. (2017a). Meltodel Pelnellitian Kulantitatif Kulalitatif dan R&D. Alfabelta.

Sulgiyono. (2017b). Meltodel Pelnellitian Manajelmeln Kulantitatif dan Kulalitatif. Alfabelta.

Sulgiyono. (2018). Meltodel Pelnellitian Kulantitatif, Kulalitatif, dan R&D. Alfabelta.

Suljarwelni, V. W. (2019). Meltodologi Pelnellitian Bisnis & Elkonomi. Pulstaka Barul Prelss.

Sulpranto. (1997). Pelngulkulran Tingkat Kelpulasan Pellanggan Ulntulk Melnaikkan Pangsa Pasar. Rinelka Cipta.
Sulsanto, A. B., & Kotlelr, P. (2000). Manajelmeln Pelmasaran di Indonelsia. Salelmba Elmpat.

Swastha, B. (2009). Manajelmeln Pelmasaran. Elrlangga.

Tanady, H., Sulyoto, yohanels totok, Pulrwanto, El., & Anulgrah, adhika ibnul. (2022). Pelngarulh Kulalitas
Pellayanan dan Harga telrhadap Kelpulasan Pellanggan First Meldia di Pondok Areln Tangelrang Sellatan. Julrnal
Kelwarganelgaraan, 6(1), 1-17.

Tjiptono, F. (2005). Pelmasaran Jasa, Indikator Kelpulasan Pellanggan. Bayulmeldia Pulblishing.
Tjiptono, F. (2011). Pelmasaran Jasa. Banyulmeldia.

Tjiptono, F. (2012). Manajelmeln Jasa. Andi Offselt.

Tjiptono, F. (2014). Pelmasaran Jasa. Andi Offselt.

Tjiptono, F. (2015). Stratelgi Pelmasaran. CV Andi Offselt.

Tjiptono, F. (2019). Kelpulasan Pellanggan. Andi.

Tjiptono, F. & G. C. (2017). Pelmasaran Stratelgik Eldisi 3. Andi Offselt.

Ari Fatunimah (The Effects of Service Quality and Product...) 9



Journal Applied Business and Office Administration
Volume 1, Nomor 1 (2025)

[67] Wahyono, F. N., & Sapultra, R. A. (2023). Pelngarulh Harga dan Kulalitas Pellayanan Telrhadap Kelpulasan
Pellanggan Pada Warbon Kopi. Julrnal Kelwiraulsahaan, Akuintansi Dan Manajelmeln Tri Bisnis, 5(2), 270-281.
https://doi.org/10.59806/tribisnis.v5i2.306

[68] Welhmelielrs S & Homby. (2000). Oxford Advanceld Lelarnelr’s Dictionary. Oxford Ulnivelrsity Prelss.

[69] Wicaksono, Dani A., elt all. (2022). Pelngarulh Harga dan Kulalitas Pellayanan Selrta Kulalitas Produlk Telrhadap
Kelpulasan Konsulmeln pada Bakso Pak Miad Kelcamatan Taman Kabulpateln Pelmalang. 2(2).

[70] VYulniarti, V. . (2015). Pelrilakul Konsulmeln Telori dan Praktik (1st eld.). CV. Pulstaka Seltia.

Ari Fatunimah (The Effects of Service Quality and Product...) 10



