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ABSTRACT

The objective of this study is to analyze the effect Service Marketing Mix
(i.e. product, price, promotion, place, people, physical evidence and process} on
customers satisfaction at PT. Pegadaian (Persero) Branch Office Serpong. The
concepts of service marketing mix and customer satisfaction were taken from
various sources. - |

This study is descriptive and explarative in nature. Data were collected
from the active customers of PT. Pegadaian (Persero) Branch Office Serpong
using a questionnaire. Total sample of 100 respondents were gained. Various
statistical tests such as validity and reliability test, t-test and f-test were employed.

Based on partial analysis, the result of the regression analysis showed that
the product, people, physical evidence and process had significant effect on
customer satisfaction. On the other hands, the variable product, price,
promotion, place, people, physical evidence and process simultaneously had -
significant effect on customer satisfaction. It can be concluded that the increased
service marketing mix that will lead to higher customer safisfaction.

Key words : Service Marketing Mix and Customer Satisfaction
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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh Bauran Pemasaran
Jasa (yaitu produk, harga, promosi, tempat, orang, bukti fisik dan proses)
Terhadap Kepuasan Pelanggan di PT. Pegadaian (Persero) Kantor Cabang
Serpong. Konsep Bauran Pemasaran Jasa dan Kepuasan Pelanggan diambil dari
* berbagai sumber.

Penelitian ini bersifat deskriptif dan explarative secara alami. Data dikumpulkan
~ dari nasabah aktif di PT. Pegadaian (Persero) Kantor Cabang Serpong dengan
menggunakan kuesioner. Jumlah sampe! yang digunakan adalah 100 responden.
Berbagai uji statistik yang dilakukan seperti uji validitas dan reliabilitas, uji F dan
uji t.

Berdasarkan analisis parsial, hasil analisis regresi menunjukkan bahwa produk,
orang, bukti fisikk dan proses berpengaruh signifikan terhadap kepuasan
pelanggan. Di sisi lain, variabel produk, harga, promosi, tempat, orang, bukti fisik
dan proses secara simultan berpengaruh signifikan terhadap kepuasan pelanggan.
Hal ini dapat disimpulkan bahwa apabila bauran pemasaran jasa ditingkatkan
maka kepuasan pelanggan meningkat.

Kata kunci : Bauran Pemasaran Jasa dan Kepuasan Nasabah.
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