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RINGKASAN 
 

 

Penelitian ini mencoba untuk mengukur kepuasan pelanggan PT PLN 
(Persero) APJ Bekasi dengan menggunakan konsep dasar American Customer 
Satisfaction Index (ACSI) yang dikembangkan oleh Fornell et.al; 1996 dimana 

konsep ini adalah sistem pengukuran pelanggan untuk mengevaluasi dan 
meningkatkan kinerja (performance) dari perusahaan, industri, sektor ekonomi dan 

ekonomi nasional. 
 Tujuan dari penelitian ini adalah : (1) mengkaji pengaruh langsung kualitas 
layanan (service quality) terhadap nilai yang dirasakan (perceived value). (2) 

mengkaji pengaruh langsung  kualitas layanan (service quality) terhadap keseluruhan 
kepuasan pelanggan (overall customer satisfaction) (3) mengkaji pengaruh langsung 

harapan pelanggan (customer expectation) terhadap nilai yang dirasakan (perceived 
value). (4) mengkaji pengaruh langsung harapan pelanggan (customer expectation) 
terhadap keseluruhan kepuasan pelanggan (overall customer satisfaction). (5) 

mengkaji pengaruh langsung nilai yang dirasakan (perceived value) terhadap 
keseluruhan kepuasan pelanggan (overall customer satisfaction). (6) mengkaji 

pengaruh langsung keseluruhan kepuasan pelanggan (overall customer satisfaction) 
terhadap perceived image. (7) mengkaji pengaruh langsung keseluruhan kepuasan 
pelanggan (overall customer satisfaction) terhadap loyalitas pelanggan (customer 

loyalty) dan (8) mengkaji pengaruh langsung perceived image terhadap loyalitas 
pelanggan (customer loyalty). 

Populasi dalam penelitian ini adalah pelanggan Tegangan Menengah (TM) PT 

PLN (Persero) APJ Bekasi dengan daya 197 kVA < Daya < 30 MVA. Pada penelitian 
ini teknik pengambilan sampel yang digunakan adalah metode non probability 

sampling dengan purposive sampling. Sampel penelitian sebanyak 150 responden ini 
didasarkan pada pendapat Hair et al., (dalam Ferdinand, 2002;47) yang mengatakan 
bahwa ukuran sampel yang sesuai adalah antara 100  200. Teknik analisis yang 

digunakan dalam studi ini adalah Tructural Equation Modelling (SEM) dengan 
menggunakan software AMOS 4.01. 

Hasil dari penelitian ini membuktikan bahwa : (1) Kualitas layanan (service 
quality) berpengaruh terhadap nilai yang dirasakan (perceived value). (2) Kualitas 
layanan (service quality) berpengaruh positif dan signifikan terhadap keseluruhan 

kepuasan pelanggan (overall customer satisfaction) (3) Harapan pelanggan (customer 
expectation) mempunyai berpengaruh yang tidak signifikan terhadap nilai yang 

dirasakan (perceived value). (4) Harapan pelanggan (customer expectation) 
mempunyai pengaruh yang tidak signifikan terhadap keseluruhan kepuasan 
pelanggan (overall customer satisfaction). (5) Nilai yang dirasakan (perceived value) 

berpengaruh positif dan signifikan terhadap keseluruhan kepuasan pelanggan (overall 
customer satisfaction). (6) Keseluruhan kepuasan pelanggan (overall customer 

satisfaction) berpengaruh positif dan signifikan terhadap perceived image. (7) 
Keseluruhan kepuasan pelanggan (overall customer satisfaction) berpengaruh positif 
dan signifikan terhadap loyalitas pelanggan (customer loyalty) dan (8) Perceived 

image berpengaruh positif dan signifikan terhadap loyalitas pelanggan (customer 
loyalty). 
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ABSTRACT 
By : Mohammad Shodiq 

Under Supervision of : Prof. Dr. H. R. Andi Sularso, SU. 

 
By observing specified customers of PT PLN (Persero) APJ Bekasi as a 

research object, this research determine several purposes, as follows : 1). Analyse the 

direct influence of service quality to Perceived value 2) Analyse the direct influence 
of service quality to the overall customer 3). Analyse the direct influence of customer 

expectation to the perceived value 4). Analyse the direct influence of customer 
expectation to the overall customer satisfaction 5). Analyse the direct influence of 
perceived value to the overall customer satisfaction 6). Analyse the direct influence of 

the overal customer satisfaction to the perceived image 7). Analyse the direct 
influence of the overal customer satisfaction to the customer loyalty 8). Analyse the 

direct influence of perceived image to the overall loyalty. This research observed 150 
customers of PT PLN (Persero) APJ Bekasi, as sample selected from population i.e. 
customers of PT PLN (Persero) APJ Bekasi with subcription power rating from 197 

kVA to 30 MVA. By applying Structural Equation Modelling (SEM) supporting with 
AMOS 4.01 progamming software for analyzing, this research formulated the base 

result as follows : (1) It proved that service quality influence to the perceived value, 
overal customer satisfaction, perceived image and loyalty. (2) It shown that customer 
expectation having no influence to the perceived value and overal customer 

satisfaction. This result refusing the hyphothesis and Fornell studies wich shown that 
customer expectation significantly influenced. (3). It proved that perceived value 
having a positive and significantly influence to the overall customer satisfaction (4) It 

proved that overall customer satisfaction having a positive and significantly influence 
to the perceived image (5) It proved that overall customer satisfaction having a 

positive and significantly influence to the loyalty (customer loyalty) (6) It proved that  
perceived image having a positive and significantly influrnce to customer loyalty (7) 
Summarizing these result, the customer satisfaction influenced by the quality services 

gained, perceived value and its effect to the image and loyalty of PT PLN (Persero) 
APJ Bekasi. 

 

Keywords : Servqual, Expectation, Value, Satisfaction, Image, Loyalty. 
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