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ABSTRAK

Globalisasi membawa dampak yang sangat besar bagi perkembangan dunia bisnis
diseluruh dunia. Pasar terbuka luas dan peluang menjadi semakin lebar, namun
sebaliknya persaingan menjadi sangat ketat dan sulit diprediksikan. Maraknya
perusahaan yang bergerak dibidang jasa pengiriman barang saling bersaing dalam
memberikan pelayanan yang terbaik maka dari itu dibutuhkan stategi dan analisis
untuk perkembangan PT Lautan Abadi Pratama dalam jangka panjang. Tujuan
pada penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan dan
promosi terhadap kepuasan pelanggan PT Lautan Abadi Pratama. Sampel pada
penelitian berjumlah 158 responden dari pengunjung PT Lautan Abadi Pratama
dengan teknik pengambilan sampel menggunakan Slovin Sampling. Berdasarkan
hasil olah data program Statistical Package for Sosial Sciences (SPSS) versi 25
diketahui bahwa kualitas pelayanan (X;) berpengaruh secara signifikan terhadap
kepuasan pelanggan dengan hasil Tpiune sebesar 2.283. Pada promosi (X)
berpengaruh secara signifikan terhadap kepuasan pelanggan dengan hasil Thiung
sebesar 1,251. Diketahui hasil Uji F berdasarkan nilai Fpiung senilai 33,248. Maka
dapat ditarik kesimpulan Kualitas Pelayanan (X;), Promosi (X;) berpengaruh
secara signifikan dan parsial terhadap kepuasan pelanggan PT Lautan Abadi
Pratama.

Kata Kunci : Kualitas Pelayanan; Promsi; Kepusaan Pelanggan
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ABSTRACT

Globalization has had a huge impact on the development of the business world
around the world. The market is wide open and the opportunities are getting
wider, but on the contrary the competition is becoming very tight and difficult to
predict. The rise of companies engaged in freight forwarding services compete
with each other in providing the best service, therefore a strategy and analysis is
needed for the development of PT Lautan Abadi Pratama in the long term. The
purpose of this study was to determine the effect of service quality and promotion
on customer satisfaction of PT Lautan Abadi Pratama. The sample in this study
amounted to 158 respondents from visitors to PT Lautan Abadi Pratama with a
sampling technique using Slovin Sampling. Based on the results of data
processing of the Statistical Package for Social Sciences (SPSS) version 25
program, it is known that the quality of service (X1) has a significant effect on
customer satisfaction with a Tcount of 2.283. The promotion (X2) has a
significant effect on customer satisfaction with the Tcount of 1.251. It is known
that the F test results are based on the Fcount value of 33,248. So it can be
concluded that Service Quality (XI), Promotion (X2) have a significant and
partial effect on customer satisfaction of PT Lautan Abadi Pratama.

Keywords: Service Quality; promotion; Customer Satisfaction
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