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ABSTRACT

Today, our product is experiencing of the sock in the market, many complain
was faced our company and have our challenges to things of evaluation internally, on
this background, so the researcher wont to study how of the service quality of
Support Division on PT XYZ? How of software quality on PT XYZ? How of the
customer satisfaction on PT XYZ? Parasuraman, Zeithml, and Berry (1988)said in
service quality that have five of primary dimensions; assurance, empathy, realibility,
tangible, and responsitivity In Engel JF., (1990), customer satisfaction is a
evaluation of pasca-selling in witch an alternative was opted is minimally same or
exceed of customer expectation, meanwhile unsatisfactory is rise if the result or
outcome could not fulfill of customer expectation. It is mean whether of the company
could accommodate about what is expected by customer (suggest and critic) and how
of the company witch finally could interlace of well relationship with customers.

The methodology of research would used by two means are qualitatively and
quantitatively, this research was using two variables are independent variable (X} is
service quality and software quality, and dependent variable (Y) is customer
satisfaction, by using method of regression coefficient, determination and F-test
(ANOVA), the research result is suggested that service quality on Support Division at
PT XYZ is more than service quality standard was needed by their customer.
Software quality was given by PT XYZ is higher in order to fulfill of software quality
standard was needed by their customer. Customer satisfaction was given by PT XYZ
is more than customer satisfaction standard was needed by their customers. There is
significantly relationship between independent variable are service quality, software
quality with dependent variable is customer satisfaction in PT XYZ, there is
insignificantly relationship between independent variable (Software quality) with
dependent variable (Customer Satisfaction} in PT XYZ, service quality had affected
positively on customer satisfaction. Software quality had not affected on customer
satisfaction. Service quality on Support Division and Software Quality are
concurrently had affected on customer satisfaction.

The suggestion of research is to be management team could retain of servic-e
quality level in keeping of customer satisfaction. To be management team is
knowledgeable about what of the need or desirability of customer in order fo
increasing of customer satisfaction, to be employment realizing that service quality
and software quality are the most important in order t.o increasing of customer
satisfaction and to be employment could increasing of service quality levels.



ABSTRAK

Pada saat ini produk kami sedang mengalami goncangan dipasar, banyaknya
komplain yang masuk membuat kami berpikir untuk intropeksi ke dalam, atas latar
belakang itu maka peneliti berkeinginan untuk melihat Bagaimana mutu pelayanan
divisi support pada PT XYZ ?, Bagaimana mutu software pada PT XYZ?, Bagaimana
kepuasan pelanggan pada PT XYZ?, Bagaimana pengaruh mutu pelayanan divisi
support dan mutu software secara bersama-sama dengan kepuasan pelanggan pada PT
XYZ?, Parasuraman, Zeithml, dan Berry (1988) mengatakan bahwa ada lima dimensi
pokok; realibiltas, responssivitas, bukti fisik, jaminan. empati. Menurut Engel 1LF.,
(1990), kepuasan pelanggan merupakan evaluasi puma beli dimana alternatif yang
dipilih sekurang-kurangnya sama atau melampaui harapan pelanggan, sedangkan
ketidak puasan timbul apabila hasil tidak memenuhi harapan pelanggan. Artinya
apakah perusahaan dapat mengakomodir apa yang diharapkan pelanggan (Keluhan
dan Saran) serta bagaimana perusahaan yang akhimya dapat menjalin hubungan yang
baik dengan pelanggan

Metodologi  penelitian ini, akan dilakukan dengan 2 macam cara yaitu secara
Kualitatif dan secara kuantitatif, penclitian ini memakai 2 variable indepeden yaitu
mutu pelayanan, mutu software dan variable dependent kepuasan pelanggan, dengan
memakai metode koefisien regresi, determinasi dan uji F (annova), hasil penelitian
dapat disimpulkan mutu pelayanan divisi support pada yang diberikan oleh PT XYZ
sudah lebih dari mencukupi dalam memenuhi standar mutu pelayanan yang
dipersyaratkan oleh pelanggan mereka,. mutu software yang diberikan oleh PT XYZ
sudah lebih dari mencukupi dalam memenuhi standar mutu software yang
dipersyaratkan oleh pelanggan mereka, kepuasan pelanggan yang diberikan oleh PT
XYZ sudah lebih dari mencukupi dalam memenuhi standar kepuasan pelanggan yang
dipersyaratkan oleh pelanggan mereka, Terdapat hubungan sangat signifikan antara
variabe! bebas mutu pelayanan, mutu software dengan Kepuasan Pelanggan pada PT
XYZ, , mutu pelayanan berpengaruh postif terhadap kepuasan pelanggan. mutu
software tidak berpengaruh terhadap kepuasan pelanggan. mutu pelayanan divisi
support dan mutu software secara bersama-sama terhadap kepuasan pelanggan.

Saran dari penelitian ini adalah agar pimpinan mempertahankan tingkat mutu -
pelayanan dalam rangka memelihara kepuasan pelanggan. Agar pimpinan lebih
mengetahui apa kebutuhan atau keinginan dari pelanggan dalam rangka
meningkatkan kepuasan pelanggan, agar karyawan memahami pentingnya mutu
pelayanan dan mutu software dalam meningkatkan kepuasan pelanggan
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