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ABSTRACT 

 

Fajar Andika, 2011; The Influence of Product Quality and Service 
Quality Toward Customers Satisfaction (Customers Survey Suzuki in Dealer 
Fatmawati, Jakarta Selatan). Advisory team; Dr. Mohamad Rizan, SE, MM.,; 
Agung Kresnamurti, ST, MM. 

The objective of this study is to describe clearly about product quality, service 
quality and customer satisfaction in dealer Suzuki Fatmawati, Jakarta Selatan. The 
method is descriptive and explanatory research survey. The samples taken are 
customers who do service in dealer Suzuki Fatmawati, Jakarta Selatan, with 225 
respondents. The sampling technique used purposive sampling, research 
instruments is to use questionnaires, and using multiple linear regression analysis. 
The result of this descriptive study is product quality variable and service quality 
variable influence customer satisfaction variable. Results of hypothesis testing 
showed: 1) Product quality variable negatively affect customer satisfaction 
variables, 2) Service quality variable has positive influence on customer 
satisfaction variable; 3) This study shows that the percentage contribution of the 
influence of independent variables (product quality and service quality) to the 
dependent variable (customer satisfaction) of 5.6% (R Square). 
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