ABSTRACT

Personalized merchandise business developed so rapidly in recent years.
Phenomena are caused each similar companies compete to retain customers one
of them through customer satisfaction improvement strategies. Customer
satisfaction can be created through product quality, service quality and customer
value provided by the company to the customer. Specifically, this study discusses
customer satisfaction Kedai Digital 23 Semarang. As is the case in this study is
"The factors that affect customer satisfaction Kedai Digital 23 Semarang". This
study tested three independent variables are product quality, service quality and
customer value that can affect customer satisfaction. The purpose of this study is
to determine the effect the three independent variables to customer satisfaction.

This research was conducted by questionnaire to 125 people of Kedai
Digital 23 Semarang customers who obtained using accidental sampling
technique. Then analyze the data obtained in the form of quantitative and
qualitative analysis. Quantitative analysis include validity and reliability test, the
classic assumption test, multiple regression analysis, Goodness of Fit test through
regression coefficient (R°), F test and t test. Qualitative analysis is the
interpretation of data obtained in this study, and the data processing that have
been carried out with a description and explanation. The results showed that all
independent variables are tested has a positive and significant impact on
customer satisfaction through the F test and t test, whereas the figures Adjusted R
Square of 0.913 showed 91.3% variation of customer satisfaction Kedai Digital
23 Semarang, which can be explained by the three variables independent, where
the remaining 8.7% is explained by other factors outside this study.
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