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ABSTRACT

The aim of this study is to analyze the effect of service quality, relationship
marketing and promotion on customer satisfaction at BP.JS Ketenagakerjaan.
Independent variable in this study are sevice quality, relationship marketing
and promotion. Whereas customer satisfaction to be a dependent variable. In
this research, data collection was conducted through a survey method by
distributing questionnaires to customer at Setiabudi branch of BPJS
Ketenagakerjaan Jakarta with purposive sampling survey method. Result of
the analysis showed that the service quality, relationship marketing and
promotion partiaily and simultanously influence on customer satisfaction.The
conclusion of this study in order to influence on customer satisfaction, BPJS
Ketenagakerjaan must be able to focus on service quality in accordance with
their reliable, relationship marketing in accordance with financial benefit and

promotion with public relation

Keywords: service quality, relationship marketing, promotion,
customer satisfaction.



ABSTRAK

Penclitian ini bertujuan untuk mengetahui pengaruh kualitas layanan,
relationship marketing dan promosi terhadap kepuasan pelanggan BPJS
Ketenagakerjaan. Variabel bebas yang diteliti dalam penelitian ini adalah
kualitas layanan, relationship marketing serta promosi. Sedangkan kepuasan
pelanggan menjadi variabel terikat. Pengumpulan data dilakukan melalui
penyebaran kuesioner dengan menggunakan sampel purposive sampling pada
BPJS Ketenagkerjaan cabang Setiabudi Jakarta. Dari hasil pengolahan data
didapatkan variabel kualitas layanan, relationship marketing dan promosi
berpengaruh terhadap kepuasan pelanggan baik secara parsial maupun secara
simultan. Kesimpulan dari penelitian ini, untuk mempengaruhi kepuasan
pelanggan, BPJS Ketenagakerjaan harus fokus pada kualitas layanan terutama
dimensi reliable, relationship marketing pada manfaat finansial dan promosi

pada dimensi public relation.

Katakunci: kualitas layanan, relationship marketing, promosi,
kepuasan pelanggan.
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