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ABSTRACT

The aim of this study is to analyze the effect of service quality. customer
relationship management and location on cusiomer satisfaction al BPJS
Ketenagakerjaan. Independent variable in this study are sevice quality, customer
relationship management (CRM) and location. Whereas customer satisfaction 1o
be a dependent variable. In this research, data collection was conducted through
a survey method by distributing questionnaires to customers at Gatot Subroto |
branch of BPJS Ketenagakerjaan Jakarta with non probability sampling
technique. The Result of the research showed that the service quality, customer
relationship management and location partially and simultanously influence the
customer satisfaction. The conclusion of this study is that in order to increase on
customer satisfaction, BPJS Ketenagakerjaan has to focus on the following the
responsiveness of the people in charge o conduct customer services.ihe
communications skill of the people in charge to conduct customer relationship

and the visibility of the office property.

Keywords © service quality,customer relationship managenent focation.
customer satisfaction.
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan,
customer relationship management (CRM) dan lokasi terhadap kcpuasan
pelanggan BPJS Ketenagakerjaan. Variabel bebas yang diteliti dalam
penelitian ini adalah kualitas pelayanan,customer relationship management
(CRM) serta lokasi. Sedangkan kepuasan pelanggan menjadi variabel terikat.
Pengumpulan data dilakukan melalui penyebaran kuesioner dengan
menggunakan teknik non probability sampling pada BPJS Ketenagkerjaan
cabang Gatot Subroto I Jakarta. Dari hasil penelitian didapatkan variabel
kualitas pelayanan, customer relationship management dan lokasi
berpengaruh terhadap kepuasan pelanggan baik secara parsial maupun sccara
simultan. Kesimpulan dari penelitian ini, untuk mempengaruhi kepuasan
pelanggan, BPJS Ketenagakerjaan dapat fokus pada kesigapan petugas vang
bertanggung jawab dalam melayani pelanggan, keterampilan komunikasi bagi
petugas yang bertanggung jawab dalam membina hubungan dengan pelanggan
dan kantor pelayanan yang mudah dikenali.

Kata kunci:  kualitas pelayanan, customer relationship — nuaiagement.
lokasi, kepuasan pelanggan.
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