
 

 

v 

 

ABSTRACT 

Along with the development of the retail store business, many companies are 

engaged in this field are initially managed traditionally turns the bow into a 

modern retail store that into a business that is innovative, dynamic, and 

competitive (Ghosh, 1992 in Angin, 2009). Intense competition in the retail 

business can not be separated from the proliferation of shopping centers both 

locally, nationally, and internationally with a variety of scales and segments in 

the viewfinder. 

Looking at it from a business phenomenon above, the researcher intends to 

conduct research with the title: "The Effect of Product Quality, Service Quality, 

and Customer Satisfaction Against Image Store Retail Stores". The population 

in this study is the wholesaler who became Amin Jaya consumers shop Jepara 

regency. Sample of 100 respondents was taken and the techniques used are 

nonprobability sampling technique with purposive sampling approach. Data was 

collected using a survey method through questionnaires filled out by consumers. 

Then the data were analyzed by using regression analysis. This analysis includes 

the Test Validity, Reliability Test, regression analysis, and hypothesis testing 

through f and t test. 

From the analysis using linear regression can be seen that the variable 

product quality, service quality and store image has a positive effect on customer 

satisfaction Amin Jaya store. The analysis using the t test can know the quality of 

service and the image of the store has a positive effect on customer satisfaction 

and the quality of the product does not affect the consumer satisfaction. The 

analysis using the coefficient of determination is known that 40.5% customer 

satisfaction variables can be explained by the variation of the variable product 

quality, service quality and store image. While the rest is explained by other 

variables. 
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