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ABSTRAK 

Nama    : Nurul Khatimah 

NIM    : 44216120027 

Program Studi   :Public Relations 

Judul Laporan Skripsi  : Pengaruh Kualitas Pelayanan Customer Relations 

      Terhadap Kepuasan Pelanggan Di PT. Vervetama  

      Technology 

Pembimbing   :Dr. Heri Budianto, M.Si 

 

Penelitian ini membahas mengenai Kualitas Pelayanan  Customer 

Relations Terhadap Kepuasan Pelanggan di PT Vervetama Technology. Latar 

belakang masalah yang diambil yaitu sebagai perusahaan reseller yang menjual 

produk IT dengan kualitas pelayanan customer relations yang sudah di lakukan 

dapat memenuhi harapan pelanggan. Tujuan penelitian ini untuk mengetahui 

pengaruh kualitas pelayanan customer relations terhadap kepuasan pelanggan di 

PT Vervetama Technology.  

Dalam penelitian ini menggunakan teori SERVQUAL. responden 

sebanyak 301 pelanggan di PT. Vervetama Technology. Tipe penelitian 

menggunakan pendekatan kuantitatif dan dengan pengumpulan data yaitu metode 

survey berupa penyebaran kuesioner kepada pelanggan PT. Vervetama 

technology. penelitian ini menggunakan uji regresi linear sederhana. Berdasarkan 

hasil uji regresi, peneliti mendapatkan hasil dari pengaruh kualitas pelayanan 

customer relations terhadap kepuasan pelanggan di PT. Vervetama Technology 

sebesar 81,1% dan sisanya 18.9% dipengaruhi oleh faktor lainnya. Hasil uji 

hipotesis H1 diterima dan H0 ditolak. Dapat disimpulkan bahwa kualitas 

pelayanan customer relations (X) berpengaruh signifikan terhadap kepuasan 

pelanggan (Y) 

Hasi dari penelitian ini adalah Kualitas pelayanan customer relations 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan PT Vervetama 

Technology. Dapat diartiakan bahwa semakin banyak pelayanan yang diberikan 

kepada pelanggan, maka akan semakin besar pelanggan yang merasakan puas 

akan pelayanan tersebut. 

Kata Kunci : Kualitas Pelayanan, Customer Relations dan Kepuasan Pelanggan
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ABSTRACT 

Name    : Nurul Khatimah 

NIM    : 44216120027 

Study Program  : Public Relations 

Title Internship Report : The Effect of Customer Relations Service Quality 

    on Customer Satisfaction at PT. Vervetama 

      Technology 

Counsellor   : Dr. Heri Budianto, M.Si 

 

This research discusses the Quality of Customer Relations Service towards 

Customer Satisfaction at PT Vervetama Technology. The background of the 

problem taken is as a reseller company that sells IT products with the quality of 

customer relations services that have been carried out to meet customer 

expectations. The purpose of this study is to determine the effect of customer 

relations service quality on customer satisfaction at PT Vervetama Technology. 

In this study using the SERVQUAL theory. respondents were 301 

customers at PT. Vervetama Technology. The research type uses a quantitative 

approach and with data collection, namely the survey method in the form of 

distributing questionnaires to PT. Vervetama technology. This study used a simple 

linear regression test. Based on the results of the regression test, researchers 

obtained results from the influence of customer relations service quality on 

customer satisfaction at PT. Vervetama Technology was 81.1% and the remaining 

18.9% was influenced by other factors. The results of the H1 hypothesis test were 

accepted and H0 was rejected. It can be concluded that the quality of customer 

relations service (X) has a significant effect on customer satisfaction (Y) 

The results of this study is that the quality of customer relations service 

has a positive and significant effect on customer satisfaction of PT Vervetama 

Technology. It can be interpreted that the more services provided to customers, 

the greater the customers who feel satisfied with the service. 

Keywords : Service Quality, Customer Relations and Customer Satisfaction 
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