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ABSTRACT

Many factor make consumer decision used PPJK that are company
reputation, office location, EDI System, safety, broken warranty, losing warranty,
communication access, procedures ability, price list, com fortable room service,
flexible custom rules, solution giving, employee attitude, employee look,
transportation/warehousing, arrival notice, delivery order, time service, goods
processing speed, harmonized system ability, low cost of demurrage and over
brangen, urgentgoods and dangerous goods.

The result of multi attribute fishbein analys for PPJK service shows there
are four attribute that able to increase consumer’s demand up to 100% . That are :
expert procedure ability, price, employee’s look and arrival notice, But other
eighteen attribute can’treach 100% consumer’s demand.

Repairing service of quality are important to do by PT Karunia Fathindo
Managementto increase those eighteen attribute able to having consumer’sdemand
up to 100%, expecially attribute that having high interest level as goods
proccessing speed, time service and harmonized system. Neither that, marketing’s
plan also need to increase sum of consumer.
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ABSTRAK

Terdapat faktor-faktor pembentuk keputusan konsumen terhadap penggunaan
Pengusaha Pengurusan Jasa Kepabeanan (PPJK) yaitu reputasi perusahaan, lokasi
kantor, sistem EDI, rasa aman, jaminan kerusakan, jaminan kehilangan, akses
komunikasi, penguasaan prosedur, harga, kenyaman ruang layanan, fleksibel
peraturan  pabean, solusi, sikap  karyawan, penampilan  karyawan,
transpotasi/pergudangan, arrival notice, delivery order, waktu layanan, kecepatan
proses barang, harmonized system, hindar demmurage dan over brengen, barang
urgent dan dangerous good.

Hasil analisa sikap multiatribut Fishbein untuk layanan Pengusaha
Pengurusan Jasa Kepabeanan (PPJK) menunjukkan terdapat 4 atributyang mampu
memenuhi keinginan konsumen hingga 100% vyaitu penguasaan prosedur, harga,
penampilan karyawan dan arrival notice. Sedangkan 18 atribut lainnya belum
mencapai 100 % pemenuhan keinginan konsumen.

Perbaikan kualitas layanan sangat perlu dilakukan oleh manajemen
PT Karunia Fathindo agar atribut-atribut tersebut dapat memenuhi keinginan
konsumen hingga 100% , terutamaatributyang memilikitingkat kepentingan tinggi
seperti kecepatan proses barang, waktu layanan dan harmonized system. Selain itu
rencana pemasaran penting juga dilakukan sebagai upaya menambah jum lah
konsumen.
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