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ABSTRAK 

 
Nadia Agustina, 201610325190. Pengaruh Kualitas Pelayanan dan After Sales 

Service terhadap Kepuasan Pelanggan pada Perusahaan Jasa PT. Rotaryana 

Engineering (Studi pada Vendor Starbucks Coffee dan Burger King di Cabang 

Jakarta Timur). Penelitian ini bertujuan untuk mengetahui Pengaruh Kualitas 

Pelayanan dan After Sales Service terhadap Kepuasan Pelanggan pada Perusahaan 

Jasa PT. Rotaryana Engineering di Cabang Jakarta Timur. Responden dalam 

penelitian ini adalah para vendor  yang melakukan kerja sama service dan 

maintenance khusunya pada vendor starbucks coffee dan burger king dan jumlah 

sampel yang ditetapkan sebanyak 100 responden. Dalam penelitian ini 

menggunakan pendekatan kuantitatif, pengumpulan data dengan menggunakan 

kuesioner, data yang telah memenuhi uji validitas, uji reliabilitas, dan uji asumsi 

klasik. Melalui uji F dapat diketahui bahwa kualitas pelayanan  dan after sales 

service  layak untuk menguji variabel kepuasan pelanggan. Sedangkan analisis 

data yang dilakukan menggunakan analisis regresi linear berganda. Hasil 

penelitian menunjukkan bahwa yang paling berpengaruh adalah kualitas 

pelayanan, lalu after sales service. Sehingga kualitas pelayanan, dan after sales 

service memiliki pengaruh yang positif dan signifikan terhadap kepuasan 

pelanggan dalam menerima hasil layanan jasa yang diberikan perusahaan. PT. 

Rotaryana Engineering Cabang Jakarta Timur perlu mempertahankan elemen-

elemen yang sudah dinilai baik oleh konsumen serta perlu memperbaiki hal-hal 

yang masih kurang khususnya dalam spare part yang dibutuhkan konsumen. 

 

kata kunci (sentence case): kualitas pelayanan, after sales service,  kepuasan 

pelanggan dan spare part. 
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ABSTRACT 

 

Nadia Agustina, 201610325190. The Effect of Service Quality and After Sales 

Service on Customer Satisfaction in the Service Company PT. Rotaryana 

Engineering (Study of Starbucks Coffee and Burger King Vendors in East Jakarta 

Branch). This study aims to study the Effect of Service Quality and After Sales 

Service on Customer Satisfaction in the Service Company PT. Rotaryana 

Engineering in the East Jakarta Branch. Respondents in this study are vendors 

who collaborate on service and maintenance, especially on Starbucks Coffee and 

Burger King vendors and the number of samples determined is 100 respondents. 
In this study using quantitative, collecting data using questionnaires, data that 

has met the validity of the test, the reliability test, and the classical assumption 

test. Through the F test can be known about the quality of service and after-sales 

service is eligible to receive customer satisfaction variables. While the data 

analysis was performed using multiple linear regression analysis. The results 

showed that the most important thing was service quality, then after sales service. 

Offering quality service, and after sales service has a positive and significant 

interest in customer satisfaction in receiving the results of services provided by 

the company. PT. Rotaryana Engineering, East Jakarta Branch needs to maintain 

the elements that must be repaired both by consumers and needs to improve 

things that are still lacking in the spare parts needed by consumers.  

 

Keywords: service quality, after sales service, customer satisfaction and parts. 
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