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ABSTRAK 

Penelitian ini bertujuan untuk menguji pengaruh reliability, 

personal interaction, problem solving, dan policy terhadap kepuasan 

pelanggan di Adidas Store Tunjungan Plaza Surabaya. Teknik 

pengambilan sampel yang digunakan adalah non probability 

sampling dengan cara purposive sampling. Karakteristik responden 

dalam penelitian ini adalah mengetahui Adidas Store Tunjungan 

Plaza Surabaya, sudah pernah berbelanja di Adidas Store Tunjungan 

Plaza Surabaya dalam 1 tahun terakhir, dan sudah pernah 

menggunakan produk Adidas dalam 1 tahun terakhir. Sampel yang 

digunakan dalam penelitian ini sebanyak 150 responden. Teknik 

analisis data yang digunakan adalah Analisis Regresi Berganda 

dengan bantuan program SPSS. 

Hasil penelitian ini membuktikan bahwa: (1) Reliability 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan, 

sehingga hipotesis didukung; (2) Personal interaction tidak 

signifikan berpengaruh positif terhadap kepuasan pelanggan, 

sehingga hipotesis tidak didukung; (3) Problem solving berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan, sehingga 

hipotesis didukung; dan (4) Policy berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan di Adidas Store Tunjungan Plaza 

Surabaya, sehingga hipotesis didukung. 

 

Kata Kunci: Reliability, Personal interaction, Problem solving,  

        Policy, Kepuasan pelanggan 
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ABSTRACT 

 

This study aims to examine the effect of reliability, personal 

interaction, problem solving, and policy on customer satisfaction in 

Adidas Store Tunjungan Plaza Surabaya. The sampling technique 

used is non probability sampling by purposive sampling. 

Characteristics of respondents in this study is to know Adidas Store 

Tunjungan Plaza Surabaya, has been shopping at Adidas Store 

Tunjungan Plaza Surabaya in the last 1 year, and has been using 

Adidas products in the last 1 year. The sample used in this study 

were 150 respondents. The data analysis technique used is Multiple 

Regression Analysis with the help of SPSS program. 

The results of this study prove that: (1) Reliability has a 

positive and significant impact on customer satisfaction, so the 

hypothesis is supported; (2) Personal interaction has no significant 

positive effect on customer satisfaction, so the hypothesis is not 

supported; (3) Problem solving has a positive and significant impact 

on customer satisfaction, so the hypothesis is supported; and (4) 

Policy have positive and significant influence to customer 

satisfaction in Adidas Store Tunjungan Plaza Surabaya, so 

hypothesis supported. 

 

Keywords : Reliability, Personal interaction, Problem solving,  

      Policy, Customer satisfaction 


