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ABSTRAK

Hamka Ashari, 2014; Pengaruh Kualitas Jasa dan Promosi Penjualan
Paket Blackberry AXIS terhadap Kepuasan Pelanggan : Survei pada Pelanggan
Blackberry AXIS di AXIS Shop Mal Ambassador Jakarta.

Tujuan penelitian ini adalah: 1) untuk mengetahui deskripsi kualitas jasa, promosi
penjualan dan kepuasan pelanggan paket Blackbery AXIS, 2) untuk mengetahui
pengaruh kualitas jasa terhadap kepuasan pelanggan paket BlackBerry AXIS, 3)
untuk mengetahui pengaruh promosi penjualan terhadap kepuasan pelanggan
paket BlackBerry AXIS, dan 4) untuk mengetahui pengaruh kualitas jasa dan
promosi penjualan yang positif dan signifikan secara bersama-sama terhadap
kepuasan pelanggan paket BlackBerry AXIS. Populasi penelitian ini adalah
konsumen Blackberry AXIS di AXIS Shop Ambassador, Jakarta Selatan sebanyak
258 pelanggan. Jumlah sampel ditentukan berdasarkan teknik sampling acak
(random sampling) yaitu pelanggan paket Blackberry AXIS yang mengunjungi
AXIS shop Ambassador selama 3 bulan. Hasil pengujian hipotesis menunjukkan:
1) kualitas jasa (X1) berpengaruh secara positif dan signifikan terhadap kepuasan
pelanggan (YY) paket Blackberry AXIS dengan koefisien regresi 0,368, 2) promosi
penjualan (X2) berpengaruh secara positif dan signifikan terhadap kepuasan
pelanggan (Y) paket Blackberry AXIS dengan koefisien koefisien regresi 0,372.

Kata Kunci : Kualitas jasa, promosi penjualan, kepuasan pelanggan, paket
Blackbery AXIS



ABSTRACT

Hamka Ashari, 2014; Effect of Service Quality and Sales Promotion Package
Blackberry Axis of Customer Satisfaction : Survey on Blackberry Customer
AXIS AXIS Shop at Mall Ambassador Jakarta.

The purpose of this study were: 1) to determine the quality of the description of
services, sales promotion and customer satisfaction AXIS Blackberry package, 2)
to determine the effect of service quality on customer satisfaction BlackBerry
package AXIS, 3) to determine the effect of sales promotions on customer
satisfaction AXIS BlackBerry package, and 4) to determine the effect of service
quality and sales promotion are positive and jointly significant to customer
satisfaction AXIS BlackBerry package. The population of this research is that
consumers AXIS AXIS Shop Blackberry Ambassador, South Jakarta 258
customers. The number of samples is determined by random sampling technique
(random sampling) that customers who visit the Blackberry package AXIS AXIS
shop Ambassador for 3 months. The results of hypothesis testing showed : 1)
quality of service (X1) is a positive and significant effect on customer satisfaction
(Y) AXIS Blackberry package with a regression coefficient of 0.368 , 2) sales
promotion (X2) has a positive and significant effect on customer satisfaction ()
package AXIS Blackberry coefficient regression coefficient 0.372.

Keywords : Quality of service, sales promotion, customer satisfaction, AXIS
Blackberry package
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