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Efektivitas Penerapan Standar Kualitas Layanan Telepon dan Digital

terhadap Peningkatan Kepuasan Pelanggan Solution Center PT ASSA Rent

Ezha Mahendra

ABSTRAK

Penelitian ini bertujuan untuk mengetahui penerapan standar kualitas
layanan telepon dan standar kualitas layanan digital di PT ASSA Rent memiliki
korelasi positif terhadap kepuasan pelanggan. Metode penelitian yang digunakan
adalah Pendekaatan Diskriptif Kuantitatif . Variabel yang digunakan pada
penelitian ini adalah variable independen yaitu nilai kualitas layanan telepon dan
nilai kualitas layanan digital agent Solution Center PT ASSA Rent sedangkan
variable dependennya adalah kepuasan pelanggan PT ASSA Rent. Teknik
pengambilan data pada penelitian ini menggunakan data sekunder yang sebelumnya
sudah ada pada Perusahaan dengan jumlah populasi penelitian adalah 24 orang
agent Solution Center dan 320 pelanggan PT. ASSA Rent yang dilakukan pada
bulan November 2023 sampai April 2024. Hasil dari penelitian ini menunjukkan
bahwa penerapan standar kualitas layanan telepon dan standar kualitas layanan
digital memiliki korelasi positif terhadap kepuasan pelanggan PT ASSA Rent.

Kata kunci: Kepuasan Pelanggan Standar Kualitas Pelayanan, Kualitas Pelayanan
telepon, Kualitas Layanan Digital.
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Effectiveness of Implementation of Telephone and Digital Service Quality
Standards on Increasing Customer Satisfaction of PT ASSA Rent Solution

Center

Ezha Mahendra

ABSTRACT

This study aims to determine whether the implementation of quality
standards for telephone services and digital services at PT ASSA Rent has a positive
correlation with customer satisfaction. The research method used is a Quantitative
Descriptive Approach. The variables used in this study are independent variables,
namely the quality value of telephone services and the quality value of digital
services of the Solution Center agents at PT ASSA Rent, while the dependent
variable is customer satisfaction at PT ASSA Rent. The data collection technique
used in this study employs secondary data that previously existed within the
company, with a research population of 24 Solution Center agents and 320 PT
ASSA Rent customers, conducted from November 2023 to April 2024. The results
of this study indicate that the implementation of quality standards for telephone
services and digital services has a positive correlation with customer satisfaction
at PT ASSA Rent.

Keywords: Customer Satisfaction Service Quality Standards, Telephone Service
Quality, Digital Service Quality.
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