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ABSTRAK

LISDA HARDIYANTI. Pengaruh Personnel, Price Perception, dan
Merchandising Terhadap Kepuasan Pelanggan Lotte Mart Hypermarket Ratu
Plaza. Fakultas Ekonomi, Universitas Negeri Jakarta 2017.

Tujuan penelitian ini adalah untuk: 1) mengetahui pengaruh Personnel terhadap
kepuasan pelanggan Lotte Mart Hypermarket Ratu Plaza. 2) mengetahui pengaruh
Price Perception terhadap kepuasan pelanggan Lotte Mart Hypermarket Ratu
Plaza. 3) mengetahui pengaruh Merchandising terhadap kepuasan pelanggan
Lotte Mart Hypermarket Ratu Plaza. Objek dari penelitian ini adalah 200
responden pelanggan Lotte Mart Hypermarket Ratu Plaza. Hasil pengujian
deskriptif menjelaskan bahwa masih banyak responden yang kurang puas
terhadap pelayanan Lotte Mart Hypermarket Ratu Plaza. Hasil pengujian hipotesis
menunjukkan: 1) adanya pengaruh positif dan signifikan dari Personnel terhadap
kepuasan pelanggan Lotte Mart Hypermarket Ratu Plaza. 2) adanya pengaruh
positif dan signifikan dari Price Perception terhadap kepuasan pelanggan Lotte
Mart Hypermarket Ratu Plaza. 3) adanya pengaruh positif dan signifikan dari
Merchandising terhadap kepuasan pelanggan Lotte Mart Hypermarket Ratu Plaza.

Kata kunci: Personnel, Price Perception, Merchandising, Kepuasan Pelanggan,
Lotte Mart.



ABSTRACT

LISDA HARDIYANTI. The Influence of Personnel, Price Perception, and
Merchandising Towards Customer Satisfaction Lotte Mart Hypermarket Ratu
Plaza. Faculty of Economic, State Univerty of Jakarta 2017.

The purposes of this research are to: 1) find out the effect of Personnel to
Customer Satisfaction Lotte Mart Hypermarket Ratu Plaza. 2) find out the effect
of Price Perception to Customer Satisfaction Lotte Mart Hypermarket Ratu Plaza.
3) find out the effect of Merchandising to Customer Satisfaction Lotte Mart
Hypermarket Ratu Plaza. The object of the research is 200 customers of
respondents Lotte Mart Hypermarket Ratu Plaza. Descriptive test results there
are many respondents explained that the Less Satisfied Of Service at Lotte Mart
Hypermarket Ratu Plaza. Hypothesis testing results indicate: 1) the existence of
significant positive influence from Personnel to Customer Satisfaction Lotte Mart
Hypermarket Ratu Plaza. 2) the positive influence and significant from Price
Perception to Customer Satisfaction Lotte Mart Hypermarket Ratu Plaza. 3) the
positive influence and significant from Merchandising to Customer Satisfaction
Lotte Mart Hypermarket branch Ratu Plaza.

Keywords: Personnel, Price Perception, Merchandising, Customer Satisfaction,
Lotte Mart
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