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ABSTRAK

E’Vanni Febrianni / 29160133 / 2020 / Pengaruh Kualitas Produk dan Kualitas

Q

“Layanan terhadap Kepuasan Konsumen Sepeda Motor Yamaha Nmax, Jakarta
SUtaraZ.Ir. Tumpal J.R. Sitinjak, M.M.

b

uo

«a X
= g Perkembangan dunia otomotif kini makin inovatif. Indonesia adalah negara
cyang Sedang berkembang di industri otomotif, persaingan ketat dalam dunia

—

L \%ha menuntut setiap perusahaan untuk mengambil langkah-langkah dan

be

eu

gst(iategi yang tepat guna memenangkan persaingan dengan kompetitor demi

-]

ﬂ%njaga eksistensi yang dimiliki perusahaan. karena seiring waktu kompetitor

9S

(@]

Sakan terus muncul bersamaan dengan permintaan konsumen yang kian meningkat

x 3
Q.

untuk-emenuhi keinginanan dan kebutuhan konsumen di indonesia.

(@]

nJn

Ade

Teori yang digunakan dalam penelitian ini adalah kualitas produk, kualitas

Iul sijny e

ayanah dan kepuasan pelanggan. Variabel dalam penelitian ini terbagi menjadi

dua jenis, yaitu variabel independen dan variabel dependen. Variabel independen

w edue

Sdalanmi_ penelitian ini adalah kualitas produk dan kualitas layanan, sedangkan
ariabel dependen dalam penelitian ini adalah kepuasan pelanggan.

Objek penelitian ini adalah Yamaha Nmax , Jakarta Utara. Metode yang

yep uejuwnyied

digunakan dalam penelitian ini adalah analisis deskriptif dan analisis regresi

Uuaul
o

erganda. Pengumpulan data dilakukan dengan cara penyebaran kuisioner secara

ngaA

onlinekepada 100 sampel konsumen Yamaha Nmax di Jakarta Utara. Penarikan

uey)

sampél dilakukan dengan cara non probability sampling dengan teknik judgement

wns

sampiing.

1194

Kualitas produk memiliki pengaruh positif signifikan terhadap kepuasan
pelanggan, dan kualitas layanan mempunyai pengaruh positif signifikan terhadap
kepuasan konsumen. Penelitian menunjukkan bahwa responden menilai kualitas
produk sudah baik, kualitas layanan sudah baik, dan kepuasan konsumen sudah
memgiaskan. Hasil penelitian menunjukkan bahwa kualitas layanan terbukti
berperngaruh secara positif signifikan terhadap kepuasan konsumen di Yamaha

Nmax<Jakarta Utara.
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F ABSTRACT

@VannisFebrianni / 29160133/2020 / The Effect of Product Quality and Service
%Qéa/ity on Yamaha Nmax Motorcycle Consumer Satisfaction, North Jakarta / Ir.
~Tampal J.R. Sitinjak, M.M.

w buede)iqg ‘|

o

go
ge

The development of the automotive world is now increasingly innovative.

Indonésia is a country that is developing the automotive industry, the tough

—

Ccéfnpétiﬁon in the business world requires every company to take the right steps

e ueibe
pu

e
b

oS

cand strategies to win the competition with competitors in order to maintain the

=

yn

ge)gsz‘e’nce of the company. Over time, competitors will continue to emerge in line
= Q
Swith iacreasing consumer demand to meet consumer wants and needs in

c
wlndoneésia.

u

©The tfieory used in this research is product quality, service quality and customer

edu

ssatisfaction. There are two types of variables in this study, namely the independent

ua

cvariable and the dependent variable. The independent variables in this study are

—

gproduct quality and service quality, while the dependent variable in this study is

=~

“customer satisfaction.

Q.
Q

gThe object of this research is Yamaha Nmax, North Jakarta. The method used in

D

Zthis rEsearch is descriptive analysis and multiple regression analysis. Data

(on

“collection was carried out by distributing questionnaires online to 100 samples of

Q

EYamaha Nmax consumers in North Jakarta. Sampling was done by means of non

u

%probability sampling with judgment sampling technique.

=

Prodact quality has a significant positive effect on customer satisfaction, and
serviee quality has a significant positive effect on customer satisfaction. Research
shows,that respondents assess product quality as good, service quality is good,
and eagstomer satisfaction is satisfactory. The results showed that service quality
had asignificant positive effect on customer satisfaction at Yamaha Nmax, North
Jakatta.

Itis rgcommended that Yamaha Nmax should make more attractive variants in

ordergo attract more customer interest in purchasing Yamaha Nmax

v
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products. Then in improving the quality of its service, Yamaha Nmax must increase
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ed for customer convenience, and employees must get to know Yamaha
Product Quality, Service Quality, Customer Satisfaction.

d.
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ax-products more so that they can improve. customer satisfaction.
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