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ABSTRAK

Penelitian ini bertujuan untuk menganlisis pengaruh kualitas pelayanan, citra merek, citra perusahaan, dan
lokasi terhadap kepuasan konsumen di apotek kimia farma fatmawati semarang, metode pengambilan
sampel yang di gunakan pada penelitian ini adalah purposive sampling dan berjumlah 100 sampel,
pengumpulan data menggunakan kuisioner. Analisis data menggunakan SPSS 20, tanggapan dianalisis
menggunakan analisis Regresi Linear Berganda. Hasil penelitian menunjukan bahwa kualitas pelayanan
berpengaruh positif dan signifikan terhadap kepuasan konsumen di apotek kimia farma fatmawati semarang,
citra merek berpengaruh positif dan signifikan terhadap kepuasan konsumen di apotek kimia farma fatmawati
semarang, citra perusahaan berpengaruh positif dan signifikan terhadap kepuasan konsumen di apotek kimia
farma fatmawati semarang, lokasi berpengaruh positif dan signifikan terhadap kepuasan konsumen di apotek
kimia farma fatmawati semarang.
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ABSTRACT

This study aims to analyze the influence of service quality, brand image, corporate image, and location
toward consumer satisfaction at Kimia Farma Fatmawati Semarang Pharmacy, the sampling method that
used in this study is purposive sampling and amounted to 100 samples, data collection using questionnaire.
Data analysis using SPSS 20, the responses were analyzed using Multiple Linear Regression analysis.The
results showed that the service quality has a positive and significant influence on customer satisfaction at
Kimia Farma Fatmawati Semarang, the brand image has a positive and significant influence on customer
satisfaction at Kimia Farma Fatmawati Semarang Pharmacy, the corporate image has a positive and
significant influence on customer satisfaction at Kimia Farma Fatmawati Semarang Pharmacy, the location
has a positive and significant influence on customer satisfaction at Kimia Farma Fatmawati Semarang
Pharmacy.
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