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This research uses quantitative methods, 
involving 100 respondents as samples. During this 
process, the instruments in the study were tested 
for validity and reliability. Followed by a classic 
assumption test consisting of normality test and 
multicollinearity test. Furthermore, hypothesis 
testing includes multiple linear regression 
analysis, coefficient of determination (R2 ), t test 
and f test. The purpose of this study was to 
determine whether service quality and service 
innovation affect customer satisfaction at PT PLN 
(Persero) ULP Teluk Betung. In this study, Service 
Quality affects Customer Satisfaction. This shows 
that the hypothesis is accepted. The value of 
Service Quality t count is 4.246> from t table 1.984. 
The results showed that Service Quality 
significantly affected Customer Satisfaction, 
Service Quality was rated positively in multiple 
regression analysis. The results of the study 
Service Innovation has a positive and significant 
effect on Customer Satisfaction, meaning that the 
hypothesis is accepted. The t test results show that 
the t value of Service Innovation is greater than 
the t table (7.256> 984). In multiple regression 
analysis, Service Innovation has a positive value 
on Customer Satisfaction. PLN is a state-claimed 
business that is delegated as a provider of 
electricity. Therefore, it needs a lot of innovation 
to attract new customers and service quality must 
be the main focus because it can create customer 
satisfaction and will affect customer loyalty. 

 
 
 
 
 

https://doi.org/10.55927/fjmr.v3i3.8559
https://journal.formosapublisher.org/index.php/fjmr
mailto:selvy.20011061@student.ubl.ac.id
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/


Pradita, Barusman 

684 
 

INTRODUCTION 
Competition in the business world is getting tighter, requiring company 

management to be more careful in determining its competitive strategy, in 
order to win the competition it faces. Company management is required to be 
able to design and implement marketing strategies that are able to create, 
maintain and improve service quality to customer satisfaction, which in turn 
can create high customer loyalty to the products offered. The company's success 
in providing quality service can be determined by the service quality approach 
that has been developed by Parasuraman, et al in Lupiyoadi (2013: 181). 

PLN is a state-claimed business that is delegated as a provider of electricity. 
Based on the results of observations and interviews, there are several 
complaints at PT PLN (Persero) ULP Teluk Betung, namely soaring electricity 
bills, differences in meter records, as well as electricity tokens that fail input and 
blocked kwh meters. So there needs to be an improvement in the quality of 
these services. Furthermore, the lack of socialization about Many customers do 
not know about PLN's service innovations, such as the PLN Mobile application 
and other programs. This leads to a low level of usage of PLN's innovative 
services. Therefore, more innovation is needed to attract new customers and 
develop ties with existing customers. The Company strives to develop the 
availability of electricity for power system units, improve the network and 
bring updates to products and facilities applied across all service units. 

In January 2008, PLN developed a data update-based assistance called 
prepaid electricity. Prepaid electricity has become an individual's number one 
decision to oversee electricity usage. The utilization of prepaid electricity 
benefits customers because with the service customers can regulate electricity 
usage and can set a budget for monthly electricity costs. In addition, customers 
are free from late disconnection penalties and automatically overcome 
complaints about inaccurate meter readings by officers. With this prepaid 
system, things that are not desirable will not happen again, so that between 
customers and PLN have a good relationship. In addition, people who use 
prepaid electricity can save more on electricity usage every day, because the 
control of electricity usage is entirely in the hands of the customer. 

One of the factors that can affect customer satisfaction is service quality. 
Therefore, service quality must be the main focus of attention for PT PLN 
(Persero) ULP Teluk Betung because it can create customer satisfaction and will 
affect customer loyalty. Good or bad service quality of goods or services 
depends on the company's ability to consistently meet customer expectations. 
Satisfied customers will indirectly create loyalty, and encourage word of mouth 
recommendations, and can even improve the company's image in the eyes of 
customers.  

According to previous research Prasetya et al. (2022) found that service 
quality and service innovation simultaneously and partially affect customer 
satisfaction. Rahman, S. (2019). Service quality and innovation simultaneously 
affect customer satisfaction at PT PLN (Persero) Manado area. Effendi, R, et al. 
(2019). There is a significant relationship between innovation and customer 
satisfaction. Risdah (2023) found that service quality and service innovation 
simultaneously and partially affect customer satisfaction. Mulyani & Yulianti 
(2023) found that service innovation and service quality simultaneously and 
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partially affect customer satisfaction. This research is a hypothesis that states 
that the level of service quality of PT PLN (Persero) affects customer satisfaction 
in the Surabaya service area can be accepted. Saerang et al. (2018) From the 
research results obtained that service quality has a positive and significant 
effect on customer satisfaction. 

Based on the description above, the authors draw conclusions with the 
formulation of the problem: 
1. Can service quality affect customer satisfaction at PT PLN (Persero) ULP 

Teluk Betung? 
2. Can customer satisfaction at PT PLN (Persero) ULP Teluk Betung be 

influenced by service quality? 
3. Is customer satisfaction at PT PLN (Persero) ULP Teluk Betung influenced 

by service quality and service innovation?  
 
Research Objectives 
1. Knowing the effect of service quality on customer satisfaction at PT PLN 

(Persero) ULP Teluk Betung. 
2. Knowing the effect of service innovation on customer satisfaction at PT 

PLN (Persero) ULP Teluk Betung. 
3. Knowing the effect of service quality and service innovation on customer 

satisfaction at PT PLN (Persero) ULP Teluk Betung. 
 
LITERATURE REVIEW 
Service Quality  

According to Tjiptono (2015: 121) Service quality is a measure of how good 
the level of service provided is able to match customer expectations. Based on 
this definition, service quality can be realized through fulfilling customer needs 
and desires and the accuracy of their delivery to balance customer expectations. 
Parasuraman, et al. (in Kotler, 2016) states that there are five dimensions of 
service quality that affect customer satisfaction, namely tangibles (physical 
evidence), reliability, responsiveness, assurance, empathy. 

 
Service Innovation 

Owano et al., (2014) explain that service innovation is in the form of service 
products or service processes in the application of several technologies and 
systematic methods. Chen et al. (2016) suggest that service innovation has 
become an increasingly important consideration for companies, emphasizing 
innovative service initiatives, adoption and implementation of market concepts 
and value-added chains, with sustainable goals. Forms of service innovation 
can be in the form of mobile application development, online service 
development, new product and service development. 

 
Customer Satisfaction 

Customer satisfaction is the level of feeling happy or disappointed with 
the customer for the service received. Kotler in Cashmere (2017: 236) argues that 
customer decisions are an assessment of the customer's use of goods or services 
compared to expectations before their use. (Tjiptono 2014: 101) Customer 
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satisfaction can be measured through several indicators, such as the level of 
customer perception of service quality, the level of customer loyalty, the level of 
willingness to recommend. 

 
Framework of Thinking 

The purpose of this study is to determine whether or not there is a 
relationship between the independent variables, namely service quality (x1) and 
service innovation (x2), and the dependent variable, namely customer 
satisfaction (y). The following is the framework used to formulate the 
hypothesis of this study: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1. Framework of Thinking 
Source: Rahman, S. (2019) 

 
Based on the theoretical review of the literature described above, the research 
hypotheses proposed are: 
1. H1 : Service quality has a significant positive effect on customer satisfaction 

of PT PLN (Persero) ULP Teluk Betung. 
2. H2 : Service innovation has a significant positive effect on customer 

satisfaction of PT PLN (Persero) ULP Teluk Betung. 
3. H3 : Service quality and service innovation have a significant positive effect 

on customer satisfaction of PT PLN (Persero) ULP Teluk Betung. 
 
METHODOLOGY 

This type of research is quantitative research with the scope of discussing 
"The Effect of Service Quality and Service Innovation on Customer Satisfaction 
at PT PLN (Persero) ULP Teluk Betung". 
 
Research Variables 
This study uses three variables, namely: 
1. Independent variables are some factors or signs that determine or influence 

whether other symptoms or factors exist or appear, such as service quality 
(x1) and innovation (x2).  
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2. The dependent variable is a group of signs or factors that exist or appear to 
be influenced or determined by the presence of certain independent 
variables, namely customer satisfaction (y). 

 
Type and Source of Data 
The data used in this study are as follows:  

1. Primary data, which comes from data collected directly by researchers; 
this can also be referred to as "field research", because researchers will 
get information from the subjects to be studied directly in the field, 
namely customers of PT PLN (Persero) ULP Teluk Betung. 

2. Secondary data, which comes from data obtained from pre-existing 
sources. Such as journals, articles, websites, and books. 

3.  
Population and Sample 

According to Sugiyono (2014), population is a generalization area 
consisting of subjects or objects that have certain quantities and characteristics 
that have been determined by researchers to study and then draw conclusions. 
In this study, the population is all prepaid electricity customers of PT PLN 
(Persero) ULP Teluk Betung. Sample The author determines the sample 
members used in this research method are 100 respondents. In this study, the 
sampling method used was the "Simple Random Sampling" method, because all 
assumptions of the population were made randomly in other words the 
population was considered equal. 

 
Data Collelctilon Melthods  

A quelstilonnailrel, also calleld a poll, ils a relselarch tool consilstilng of a selrilels 
of quelstilons ilntelndeld to collelct data from thel pelrson belilng survelyeld. Thils can 
bel donel pelrsonally vila thel ilntelrnelt, tellelphonel, computelr, or post (Mclelod, 
2023). Nelxt, a quelstilonnailrel ils crelateld and ilts valildilty and creldilbillilty arel telsteld.  
Valildilty telstilng ils donel to elnsurel thel relselarch ilnstrumelnt ils valild or not. Valild 
ilndilcatels that thel tool can bel useld to melasurel what should bel melasureld. Baseld 
on thel data abovel, thel iltelms of elach varilablel gilveln to relspondelnts arel delclareld 
valild ilf Rcount ils grelatelr than Rtabell. Rellilabillilty telstilng ils carrileld out to turn on 
thel abillilty of melasurilng ilnstrumelnts to producel rellilablel or trusteld data. 
Cronbach Alpha was useld to sprelad thel rellilabillilty of thils study. Thel criltelrila for 
answelrilng thel quelstilonnailrel baseld on thel asselssmelnt arel as follows:  

 
Tablel 1. Statelmelnt and Ratilng Welilght 

STATElMElNT SYMBOL WElIlGHT 
Strongly Agrelel SS 5 

Agrelel S 4 
Nelutral N 3 
Dilsagrelel TS 2 

Strongly Dilsagrelel STS 1 
Sourcel: Anilsa, M. (2020) 
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Classilcal Assumptilon Telst 
Normalilty Telst  

Accordilng to Ghozalil iln Alharilts & Wahyono, (2022) thel purposel of thils 
normalilty telst ils to telst whelthelr thel confoundilng or relsildual varilablels iln a 
relgrelssilon modell havel a normal dilstrilbutilon. 

 
Multilcolonilelrilty Telst  

Accordilng to Ghozalil iln Putril & Susantil, (2022) Multilcollilnelarilty telstilng 
ils thel procelss of analyzilng how elxilstilng relgrelssilon elquatilons rellatel to elach 
othelr as ilndelpelndelnt varilablels. To selel thel prelselncel of multilcollilnelarilty iln thel 
relgrelssilon elquatilon, ilt can bel deltelrmilneld by usilng thel tolelrancel valuel and thel 
varilatilonal ilnflatilon factor (VIlF). Ilf thel VIlF valuel ils bellow or < 10 and thel 
Tolelrancel valuel ils abovel > 0.1, ilt can bel concludeld that multilcolonilelrilty doels 
not occur. 
 
Heltelrosceldastilcilty Telst  

A condiltilon whelrel thelrel ils an ilnelqualilty of varilancel from thel relsilduals 
for all obselrvatilons iln thel relgrelssilon modell.  How to telst wilth thel Gleljselr Telst.  
Thel telst ils donel by relgrelssilng thel ilndelpelndelnt varilablels on thel absolutel 
relsildual valuel. Relsildual ils thel dilffelrelncel beltweleln thel valuel of varilablel Y and 
thel preldilcteld valuel of varilablel Y, and absolutel ils thel absolutel valuel (all posiltilvel 
valuels). Ilf thel silgnilfilcancel valuel beltweleln thel ilndelpelndelnt varilablel and thel 
absolutel relsildual> 0.05 theln thelrel ils no heltelrosceldastilcilty. 

 
Hypothelsils Telst 
Partilal Telst (t Telst) 

 To deltelrmilnel whelthelr thel ilndelpelndelnt varilablel (X) and thel delpelndelnt 
varilablel (Y) havel a partilal ilnfluelncel on elach othelr, thel t telst ils pelrformeld. Thel 
probabillilty valuel of thel ilndelpelndelnt varilablel ils useld to deltelrmilnel ilts 
silgnilfilcancel to thel delpelndelnt varilablel. 
Concurrelnt Silgnilfilcancel Telst (F Statilstilcal Telst). Thel purposel of thel F telst ils to 
ilniltilatel a relgrelssilon modell rellatilng to thel ilnfluelncel of all ilndelpelndelnt varilablels 
and thel delpelndelnt varilablel silmultanelously. Thel relsults arel melasureld wilth a 
silgnilfilcancel lelvell of 5% or 0.05. Thel F telst ils conducteld as follows:  
1. Deltelrmilnel thel formulatilon of thel null hypothelsils and altelrnatilvel 

hypothelsils: Ho: b = b = 0, melanilng thelrel ils no elffelct of X1. 
2. Makel a delcilsilon baseld on thel F-count telst. Ilf thel probabillilty of thel F-count 

elrror ratel ils lelss than 5%, Ho ils reljelcteld and Ha ils accelpteld; othelrwilsel, ilf thel 
probabillilty of thel F-count elrror ratel ils morel than 5%, Ho ils accelpteld and Ha 
ils reljelcteld, whilch ilndilcatels that thel ilndelpelndelnt varilablels do not affelct thel 
delpelndelnt varilablel silmultanelously. 

 
Coelffilcilelnt of deltelrmilnatilon 

Thils study usels thel coelffilcilelnt of deltelrmilnatilon (R2) to melasurel how 
welll thel ilndelpelndelnt varilablels (Selrvilcel Qualilty and Selrvilcel Ilnnovatilon) can 
elxplailn thel delpelndelnt varilablel (customelr satilsfactilon). Thel coelffilcilelnt of 
deltelrmilnatilon rangels from zelro to onel. A lowelr R2 valuel (closel to zelro) 
ilndilcatels that thel abillilty of thel ilndelpelndelnt varilablel to elxplailn thel delpelndelnt 
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varilablel ils velry lilmilteld or thel elffelct ils velry small. Convelrselly, a largelr R2 valuel 
(closel to onel) ilndilcatels that thel ilndelpelndelnt varilablels provildel almost all thel 
ilnformatilon neleldeld to preldilct thel delpelndelnt varilatilon or havel a silgnilfilcant 
ilnfluelncel. To selel how much thel contrilbutilon of varilablels X1 (selrvilcel qualilty) 
and X2 (selrvilcel ilnnovatilon) to Y (customelr satilsfactilon). 
 
RElSElARCH RElSULT 
Relspondelnts' Relsponsels 
 

Tablel 2. Frelquelncy Dilstrilbutilon of Selrvilcel Qualilty (X1) 
Ilntelrval Catelgory F  % 

36-41 Velry good 48  48 
30-35 Good 32  32 
23-29 Failr 14  14 
16-22 Not Good 5  5 
9-15 Velry unfavorablel 1  1 

Total 100 100 
Sourcel: Data procelsseld 2024 
 

From thel tablel prelselnteld abovel, out of 100 relspondelnts, ilt can bel 
concludeld that 48 relspondelnts or 48% stateld that thel Selrvilcel Qualilty was iln a 
velry good catelgory, 32% catelgorilzeld ilt as good, theln 14% catelgorilzeld ilt as 
suffilcilelnt, theln only 5% catelgorilzeld ilt as not good and 1% catelgorilzeld ilt as velry 
bad. So ilt can bel concludeld that thel Qualilty of Selrvilcel ils iln thel velry good 
catelgory.  

 
Tablel 3. Frelquelncy Dilstrilbutilon of Selrvilcel Ilnnovatilon (X2) 

Ilntelrval Catelgory F  % 
42-49 Velry good 25 25 
34-41 Good 62 62 
26-33 Failr 7 7 
18-25 Not Good 5 5 
10-17 Velry unfavorablel 1 1 

Total 100 100 
Sourcel: Data procelsseld 2024 
 

From thel tablel prelselnteld abovel, out of 100 relspondelnts, ilt can bel 
concludeld that 25 relspondelnts or 25% stateld that Selrvilcel Ilnnovatilon was iln a 
velry good catelgory, 62% catelgorilzeld ilt as good, theln 7% catelgorilzeld ilt as 
suffilcilelnt, theln only 5% catelgorilzeld ilt as not good and 1% catelgorilzeld ilt as velry 
bad. So ilt can bel concludeld that thel Selrvilcel Ilnnovatilon ils iln thel good catelgory. 
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Tablel 4. Frelquelncy Dilstrilbutilon of Customelr Satilsfactilon (Y) 
Ilntelrval Catelgory F  % 

42-49 Velry good 31 31 
34-41 Good 56 56 
26-33 Failr 8 8 
18-25 Not Good 4 4 
10-17 Velry unfavorablel 1 1 

Total 100 100 
Sourcel: Data procelsseld 2024 

 
From thel tablel prelselnteld abovel, out of 100 relspondelnts, ilt can bel 

concludeld that 31 relspondelnts or 31% stateld Customelr Satilsfactilon (Y) iln thel 
velry good catelgory, 56% catelgorilzeld ilt as good, theln 8% catelgorilzeld ilt as 
suffilcilelnt, theln only 4% catelgorilzeld ilt as not good and 1% catelgorilzeld ilt as velry 
bad. So ilt can bel concludeld that Customelr Satilsfactilon ils iln thel good catelgory. 

 
Valildilty Telst  
Thel followilng arel thel relsults of telstilng thel valildilty of thel relselarch varilablels:   

 
Tablel 5. Valildilty Telst 

Varilablel Ilndilcator R.Count R.Tablel Delscrilptilon 
Selrvilcel 
Qualilty 

X1.1 0,625 0,1966 Valild 
X1.2 0,487 0,1966 Valild 
X1.3 0,711 0,1966 Valild 
X1.4 0,748 0,1966 Valild 
X1.5 0,768 0,1966 Valild 
X1.6 0,763 0,1966 Valild 
X1.7 0,784 0,1966 Valild 
X1.8 0,664 0,1966 Valild 
X1.9 0,593 0,1966 Valild 

Selrvilcel 
Ilnnovatilon 

X2.1 0,708 0,1966 Valild 
X2.2 0,598 0,1966 Valild 
X2.3 0,800 0,1966 Valild 
X2.4 0,776 0,1966 Valild 
X2.5 0,743 0,1966 Valild 
X2.6 0,833 0,1966 Valild 
X2.7 0,729 0,1966 Valild 
X2.8 0,740 0,1966 Valild 
X2.9 0,780 0,1966 Valild 
X2.10 0,780 0,1966 Valild 

Customelr 
Satilsfactilon 

Y1 0,730 0,1966 Valild 
Y2 0,622 0,1966 Valild 
Y3 0,725 0,1966 Valild 
Y4 0,758 0,1966 Valild 
Y5 0,672 0,1966 Valild 
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Y6 0,776 0,1966 Valild 
Y7 0,775 0,1966 Valild 
Y8 0,787 0,1966 Valild 
Y9 0,746 0,1966 Valild 
Y10 0,750 0,1966 Valild 

Sourcel: Data procelsseld 2024 
 
Thel valildilty telst ils carrileld out wilth a silgnilfilcancel lelvell of r tablel 5% 

(0.05). Thel valuel ils calculateld baseld on thel correllatilon beltweleln relspondelnts' 
answelrs. Wilth delgrelels of freleldom (df) = N - 2 = 98, thel two-sildeld r tablel valuel 
ils obtailneld at 0.1966, and thel r product momelnt tablel has an alpha silgnilfilcancel 
of 5% (0.05). Thel ilnstrumelnt ils delclareld valild ilf r count ils grelatelr than r tablel 
and ilnvalild ilf r count ils lowelr than r tablel. Baseld on thel tablel abovel, all 
statelmelnts for thel Selrvilcel Qualilty, Selrvilcel Ilnnovatilon, and Customelr 
Satilsfactilon varilablels arel delclareld valild belcausel r count ils grelatelr than r tablel 
0.1966. 

 
Rellilabillilty Telst 

Thel rellilabillilty telst ils carrileld out to deltelrmilnel how consilstelnt thel 
melasurelmelnt relsults arel ilf thel melasurelmelnt ils carrileld out twilcel or morel wilth 
thel samel symptoms wilth thel samel melasurilng ilnstrumelnt (Silrelgar, 2015).  Thel 
rellilabillilty of thel relselarch ilnstrumelnt willl bel telsteld wilth Cronbach's Alpha. Thel 
criltelrilon for thel rellilabillilty of thel relselarch ilnstrumelnt ils ilf thel rellilabillilty 
coelffilcilelnt (r11) ils grelatelr than 0.70. Thel followilng tablel shows thel telst relsults: 

 
Tablel 6. Rellilabillilty Telst 

Varilablel Cronbach's 
Alpha Criltelrila Delscrilptilon 

Selrvilcel qualilty (X1) 0,905 0,70 Rellilablel 
selrvilcel ilnnovatilon (X2) 0,937 0,70 Rellilablel 
customelr satilsfactilon 
(Y) 0.933 0,70 Rellilablel 

Sourcel: SPSS output, 2024 
 

A varilablel can bel consildelreld rellilablel ilf ilt has a Cronbach Alpha valuel of 
morel than 0.70 (Ghozalil, 2016). Baseld on thel rellilabillilty tablel, thel Cronbach's 
alpha valuels for thel Selrvilcel Qualilty (X1), Selrvilcel Ilnnovatilon (X2) and Customelr 
Satilsfactilon (Y) varilablels arel 0.905, 0.937, and 0.933 relspelctilvelly. Thelrelforel, ilt 
can bel concludeld that all iltelm statelmelnts arel rellilablel belcausel thel Cronbach's 
alpha valuel of all varilablels ils morel than 0.70.  
 
Classilcal Assumptilon Telst 
Heltelrosceldastilcilty Telst  

 
Baseld on thel output bellow, ilt shows that thel Gleljselr telst valuel can bel 

seleln that thel silg> 0.05. For thel Selrvilcel Qualilty silg valuel of 0.687, and thel silg 
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valuel on thel Selrvilcel Ilnnovatilon varilablel ils 0.885. So ilt can bel concludeld that 
thelrel arel no symptoms of heltelrosceldastilcilty. 

 
Tablel 7. Heltelrosceldastilcilty Telst Relsults 

Coelffilcilelntsa 

Modell 

Unstandardilzeld 
Coelffilcilelnts 

Standardilzel

d 
Coelffilcilelnts 

t Silg. B Std. Elrror Belta 
1 (Constant) 2.615 1.054  2.480 .015 

Selrvilcel qualilty -.021 .052 -.074 -.404 .687 
selrvilcel 
ilnnovatilon 

.007 .048 .027 .145 .885 

a. Delpelndelnt Varilablel: abs_rels 
Sourcel: SPSS output, 2024 
 
Multilcollilnelarilty Telst 

From thel relsults of data procelssilng bellow, ilt ils obtailneld that thel 
tolelrancel valuel ils grelatelr than 0.10 or thel samel as thel VIlF valuel ils smallelr than 
10, so ilt can bel concludeld that thel relgrelssilon modell shows no multilcollilnelarilty. 

 
Tablel 8. Multilcollilnelarilty Telst Relsults 

Collilnelarilty Statilstilcs        
Tolelrancel VIlF        

           
0,306 3,273        
0,306 3,273        

a. Delpelndelnt Varilablel: customelr satilsfactilon 
Sourcel: SPSS output, 2024 
 
Normalilty Telst 

Baseld on thel output relsults bellow, ilt can bel seleln that thel silgnilfilcancel 
valuel ils 0.200> 0.05 so ilt can bel concludeld that thel data telsteld ils normally 
dilstrilbuteld. 

 
Tablel 9. Normalilty Telst 

Onel-Samplel Kolmogorov-Smilrnov Telst 

 
Unstandardilzeld 

Relsildual 
N 100 
Normal Parameltelrsa,b Melan .0000000 

Std. Delvilatilon 2.77919367 
Most Elxtrelmel Dilffelrelncels Absolutel .064 

Posiltilvel .034 
Nelgatilvel -.064 

Telst Statilstilc .064 
Asymp. Silg. (2-tailleld) .200c,d 
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a. Telst dilstrilbutilon ils Normal. 
b. Calculateld from data. 
Sourcel: SPSS output, 2024 
 
Multilplel Lilnelar Relgrelssilon Analysils 

Multilplel lilnelar relgrelssilon analysils ils a statilstilcal melthod useld to selel thel 
rellatilonshilp beltweleln thel delpelndelnt varilablel and thel ilndelpelndelnt varilablel 
(preldilctor). Thel purposel of thils analysils ils to deltelrmilnel how silgnilfilcant thel 
elffelct of thel preldilctor (ilndelpelndelnt) varilablel ils on thel delpelndelnt varilablel so 
that ilt can makel accuratel preldilctilons (Pramelstil, 2015). Thel followilng tablel 
shows thel analysils of multilplel lilnelar relgrelssilon relsults: 

 
Tablel 10. Multilplel Lilnelar Relgrelssilon Telst Relsults 

Coelffilcilelntsa 

Modell 

Unstandardilzeld 
Coelffilcilelnts 

Standardilzeld 
Coelffilcilelnts 

B Std. 
Elrror Belta 

1 

(Constant) 4.917 1.720   
Selrvilcel 
qualilty .358 .084 .345 

selrvilcel 
ilnnovatilon .568 .078 .589 

a. Delpelndelnt Varilablel: customelr satilsfactilon 
Sourcel: SPSS output, 2024 

 
Baseld on tablel 10, aftelr telstilng, thel relgrelssilon elquatilon ils obtailneld as 

follows: Y=4.917+0.358 X1+0.568 X2 + el 
Baseld on thel multilplel lilnelar relgrelssilon elquatilon abovel, thel followilng relsults 
arel obtailneld 
1. Thel constant valuel obtailneld ils 4,917, melanilng that ilf thel valuel of selrvilcel 

qualilty (X1) and selrvilcel ilnnovatilon (X2) ils 0, customelr satilsfactilon ils 4,917. 
2. Belcausel thel relgrelssilon coelffilcilelnt of thel selrvilcel qualilty varilablel (X1) ils 

0.358, customelr satilsfactilon (Y) willl ilncrelasel by 0.358, or 35.8%, ilf thel othelr 
ilndelpelndelnt varilablels arel constant and selrvilcel qualilty (X1) ilncrelasels by 1 
unilt. 

3. Wilth a relgrelssilon coelffilcilelnt of thel selrvilcel ilnnovatilon varilablel (X2) of 0.568, 
customelr satilsfactilon (Y) willl ilncrelasel by 0.568 or 56.8%, ilf thel othelr 
ilndelpelndelnt varilablels relmailn constant and thel selrvilcel ilnnovatilon varilablel 
(X2) ilncrelasels by 1 unilt. 

 
Hypothelsils Telst 
T Telst / Partilal Telst 

Thel elffelct of thel ilndelpelndelnt varilablel partilally on thel delpelndelnt 
varilablel ils thel purposel of thel t telst. Thel t telst ils donel by comparilng t count wilth 
t tablel or by lookilng at thel silgnilfilcancel column for elach t count. Thel telst relsults 
arel shown iln thel followilng tablel: 
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Tablel 11. Partilal T / Telst Relsults 

Sourcel: SPSS output, 2024 
 
Baseld on Tablel 11, ilt ils known that thel Silg valuel of thel elffelct of Selrvilcel 

Qualilty (X1) on Customelr Satilsfactilon (Y) ils 0.00 <0.05 and thel t valuel ils 4.246> 
from thel t tablel 1.984 so ilt can bel concludeld that H1 ils accelpteld, whilch melans 
that thelrel ils an ilnfluelncel beltweleln Selrvilcel Qualilty (X1) on Customelr Satilsfactilon 
(Y). Selcond Hypothelsils Telstilng (H2) Ilt ils known that thel Silg valuel of thel elffelct 
of Selrvilcel Ilnnovatilon (X2) on Customelr Satilsfactilon (Y) ils 0.00 <0.05 and thel t 
valuel ils 7,256> t tablel of 1.984 so ilt can bel concludeld that H2 ils accelpteld, whilch 
melans thelrel ils an ilnfluelncel on varilablel Y. 
 
F Telst / Silmultanelous Telst 
 

Tablel 12. Relsults of thel F Telst / Silmultanelous Telst 
ANOVAa 

Modell 
Sum of 
Squarels df 

Melan 
Squarel F Silg. 

1 Relgrelssilon 3148.722 2 1574.361 199.712 .000b 
Relsildual 764.668 97 7.883   
Total 3913.390 99    

a. Delpelndelnt Varilablel: customelr satilsfactilon 
b. Preldilctors: (Constant), Selrvilcel qualilty, selrvilcel ilnnovatilon 

Sourcel: SPSS output, 2024 
 

From tablel 12, thel calculateld F valuel of 199.712 ils grelatelr than thel F 
tablel, namelly 3.94 and a silgnilfilcancel valuel of 0.000 <0.05. So ilt can bel concludeld 
that H3 ils accelpteld, whilch melans that thelrel ils an ilnfluelncel beltweleln selrvilcel 
qualilty (X1) and selrvilcel ilnnovatilon (X2) silmultanelously on customelr 
satilsfactilon (Y). 
 
Coelffilcilelnt of deltelrmilnatilon (R2)  

By usilng thel coelffilcilelnt of deltelrmilnatilon telst, wel can deltelrmilnel thel 
elxtelnt to whilch thel ilndelpelndelnt varilablel elxplailns thel attachmelnt varilablel. Thel 
coelffilcilelnt of deltelrmilnatilon for two ilndelpelndelnt varilablels ils deltelrmilneld by thel 
valuel: 

 

Coelffilcilelntsa 

Modell 

Unstandardilzeld 
Coelffilcilelnts 

Standardilzel

d 
Coelffilcilelnts 

t Silg. B Std. Elrror Belta 
1 (Constant) 4.917 1.720  2.860 .005 

Selrvilcel qualilty .358 .084 .345 4.246 .000 
selrvilcel 
ilnnovatilon 

.568 .078 .589 7.256 .000 

a. Delpelndelnt Varilablel:  customelr satilsfactilon 
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Tablel 13. Relsults of thel Coelffilcilelnt of Deltelrmilnatilon (R²) Relsults 
Modell Summary 

Modell R R Squarel 
Adjusteld R 

Squarel 
Std. Elrror of 
thel Elstilmatel 

1 .897a .805 .801 2.808 
a. Preldilctors: (Constant), selrvilcel ilnnovatilon, selrvilcel 
qualilty, 

Sourcel: SPSS output, 2024 
 
Thel elffelct of thel ilndelpelndelnt varilablel (X) on thel delpelndelnt varilablel (Y) 

ils 80.1 pelrcelnt, as shown by thel relsults of thel tablel abovel. Thel tablel also shows 
how thel Selrvilcel Qualilty and Selrvilcel Ilnnovatilon varilablels affelct Customelr 
Satilsfactilon. Thel calculatilon relsults show thel valuel of R = 0.890, and thel 
coelffilcilelnt of deltelrmilnatilon R Squarel ils 0.805, or 80.5%. Thel magniltudel of thel 
coelffilcilelnt of deltelrmilnatilon melans that thel magniltudel of changel iln thel 80.5% 
Customelr Satilsfactilon varilablel ils ilnfluelnceld by Selrvilcel Qualilty and Selrvilcel 
Ilnnovatilon, thel relmailnilng 19.5% ils ilnfluelnceld by othelr varilablels not elxamilneld 
iln thils study. 
 
DIlSCUSSIlON 
Thel Elffelct of Selrvilcel Qualilty on Customelr Satilsfactilon 

Iln thils study, Selrvilcel Qualilty affelcts Customelr Satilsfactilon.  Thils shows 
that thel hypothelsils ils accelpteld. Thel valuel of Selrvilcel Qualilty t count ils 4.246> 
from t tablel 1.984. Thel relsults show that Selrvilcel Qualilty silgnilfilcantly affelcts 
Customelr Satilsfactilon, morel spelcilfilcally, Selrvilcel Qualilty ils rateld posiltilvelly iln 
multilplel relgrelssilon analysils. 

 
Thel Elffelct of Selrvilcel Ilnnovatilon on Customelr Satilsfactilon  

Thel relsults of thel study Selrvilcel Ilnnovatilon has a posiltilvel and silgnilfilcant 
elffelct on Customelr Satilsfactilon of PT PLN (Pelrselro) ULP Telluk Beltung, 
melanilng that thel hypothelsils ils accelpteld. Thel t telst relsults show that thel t valuel 
of Selrvilcel Ilnnovatilon ils grelatelr than thel t tablel (7,256> 984). Iln multilplel 
relgrelssilon analysils, Selrvilcel Ilnnovatilon has a posiltilvel valuel on Customelr 
Satilsfactilon.  
 
CONCLUSIlONS AND RElCOMMElNDATIlONS 

Thel relsults showeld that thel selrvilcel qualilty varilablel had a posiltilvel and 
silgnilfilcant elffelct on customelr satilsfactilon of PT PLN (Pelrselro) ULP Telluk 
Beltung. Thils shows that selrvilcel qualilty ils onel of thel most ilmportant ilndilcators 
of customelr satilsfactilon, belcausel good selrvilcel crelatels customelr satilsfactilon. Thel 
hilghelr thel qualilty of selrvilcel provildeld, thel hilghelr thel customelr satilsfactilon. 

Thel relsults showeld that thel selrvilcel ilnnovatilon varilablel had a posiltilvel 
and silgnilfilcant elffelct on customelr satilsfactilon of PT PLN (Pelrselro) ULP Telluk 
Beltung. Thils shows that selrvilcel ilnnovatilon ils an ilndilcator of customelr 
satilsfactilon. Belcausel nelw ilnnovatilons that can makel selrvilcel elasilelr and morel 
convelnilelnt crelatel customelr satilsfactilon. Thel belttelr thel selrvilcel ilnnovatilon 
offelreld, thel hilghelr thel customelr satilsfactilon.  
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ADVANCElD RElSElARCH 
Thel suggelstilons submiltteld by thel author arel as follows:  

1. PT PLN nelelds to strilvel to ilmprovel ilts selrvilcels, by provildilng selrvilcels to 
customelrs and thoroughly solvilng all problelms faceld by customelrs, so that 
customelrs felell satilsfileld wilth thel selrvilcels provildeld. 

2. Thelrel nelelds to bel a good socilalilzatilon or promotilon stratelgy to thel publilc 
relgardilng thel advantagels of elvelry ilnnovatilon madel by PT PLN, onel of 
whilch ils prelpaild ellelctrilcilty, both peloplel who havel useld thils ilnnovatilon and 
thosel who havel not so that elducatilon can bel an optilon for thel communilty 
iln ellelctrilcilty uselrs. 
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