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ABSTRACT el
T I ST

This study aims to find out relationship between Product Quality, Distribution and
After Sales Services toward Customer Satisfaction at the PT. Jayatama Selaras.
Independent variables were in this study included Product Quality, Distribution and
After Sales Services while Customer Satisfaction became dependent variable. In this
study, data collection was conducted using a survey method with purposive sampling
by questionnaires with 76 business to business respondents.

The results obtained through data processing using SPSS version 20 revealed that
Product Quality and After Sales Services affected Customer Satisfaction. Beside,
there was also a simultaneous effect on the observed of variables Product Quality,
Distribution and Afier Sales Services on Customer Satisfaction. The conclusion of
this study indicated that to improve Customer Satisfaction, PT. Jayatama Selaras
must maintain and improve product quality and After Sales Services.

Keywords: Quality Product, Distribution, After Sales Services, Customer
Satisfaction
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ABSTRAK i

Penelitian ini bertujuan untuk mengetahui hubungan antara kualitas produk,
distribusi, dan pelayanan purna jual terhadap kepuasan pelanggan PT. Jayatama
Selaras. Variabel independent yang dalam penelitian meliputi kualitas produk,
distribusi, dan pelayanan purna jual. Sementara kepuasan pelanggan menjadi variabel
dependen. Dalam penelitian ini, pengumpulan data dilakukan menggunakan metode
survei dengan Purposive Sampling dengan metode kuesioner dengan 76 responden
business to business.

Dari hasil yang diperoleh melalui pengolahan data menggunakan SPSS versi 20
menunjukkan bahwa kualitas produk dan pelayanan purna jual memiliki pengaruh
terhadap kepuasan pelanggan. Di samping itu didapat pula pengaruh secara simultan
yang diamati dari variabel kualitas produk, distribusi dan pelayanan purna jual
terhadap kepuasan pelanggan. Kesimpulan dari penelitian ini, menunjukkan bahwa
untuk meningkatkan kepuasan pelanggan, PT. Jayatama Selaras harus menjaga dan
meningkatkan kualitas produk dan pelayanan purna jual.

Kata Kunci : Kualitas Produk, Distribusi, Pelayanan Purna Jual, Kepuasan
Pelanggan
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