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ABSTRAK
Universitas Muhammadiyah Yogyakarta
Fakultas Ilmu Sosial dan Ilmu Politik
Departemen lImu Komunikasi
Konsentrasi Public Relations
Fitria Apriliana

Tanggapan Pelanggan Terhadap Kualitas Pelayanan Sales Officer di Yamaha Sumber
Baru Motor (SBM) Dongkelan Yogyakarta

Tahun Skripsi : 2012 + 129 halaman + 29 halaman lampiran

Daftar Pustaka: 15 buku + 4 sumber online.

Penelitian ini bertujuan untuk meneliti tentang tanggapan pelanggan terhadap kualitas
pelayanan sales officer di Yamaha Sumber Baru Motor (SBM) Dongkelan Yogyakarta pada
periode tahun 2012. Hal ini merupakan suatu kasus yang ada dalam lingkungan perusahaan
khususnya perusahaan penyedia jasa yang dalam hal ini adalah perusahaan dealer. Setiap
manusia mempunyai hak untuk berpendapat dan menanggapi suatu masalah/pelayanan yang
sedang terjadi. Tanggapan yang berbeda-beda dari setiap individu menjadi unik untuk diketahui.
Maka dari itu dilihat dari hal tersebut, maka peneliti tertarik untuk mengetahui bagaimana
tanggapan pelanggan terhadap kualitas pelayanan sales officer di Yamaha Sumber Baru Motor
(SBM) Dongkelan Yogyakarta pada periode tahun 2012.

Metode penelitian yang digunakan dalam penelitian ini adalah studi kasus, yang
memusatkan perhatian pada satu kasus tentang tanggapan pelanggan terhadap kualitas pelayanan
sales officer di Yamaha Sumber Baru Motor (SBM) Dongkelan Yogyakarta secara mendetail.
Teknik pengumpulan data berdasarkan wawancara. Sedangkan teknik analisa data menggunakan
analisa data kualitatif. Data dianalisis secara deskriptif kualitatif pada penelitian ini, yang mana
langkah-langkah analisisnya antara lain yaitu dengan mengumpulkan data, reduksi data,
penyajian data kemudian pengambilan suatu kesimpulan.

Hasil penelitian ini adalah menunjukkan bahwa tanggapan pelanggan terhadap kualitas
pelayanan sales officer di Yamaha Sumber Baru Motor (SBM) Dongkelan Yogyakarta pada
periode tahun 2012 lebih cenderung mendukung sebagai upaya untuk memperlancar komunikasi
cksternal dealer SBM. Dari sekian banyak aspek yang ada seperti reliability (keandalan),
responsiveness (daya tanggap), assurance (keyakinan/jaminan), empathy (empati), dan tangible
(bukti fisik) terhadap kualitas jasa saat ini menjadi aspek pokok, yang mana aspek tersebut
sangat mempengaruhi kinerja sales menjadi lebih maksimal.
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ABSTRACT

Muhammadiyah University of Yogyakarta
Faculty of Social and Political Sciences
Communication Department

Consentrate on Public Relations

Fitria Apriliana

Customer Responses to Service Quality Sales Officer at Yamaha Sumber Baru Motor (SBM) in
Dongkelan - Yogyakarta

Year of Graduating Paper : 2012 + 129 pages+ 29 pages of appendix
Bibliography : 15 books + 4 online sources

This study seeks to analyze customer response to service quality sales officer at Yamaha Sumber
Baru Motor (SBM) which is located in Dongkelan-Yogyakarta. The purpose of this research was to
determine customer response to service quality of Sales Officer at Yamaha Sumber Baru Motor (SBM) in
Dongkelan — Yogyakarta. There are four theoretical framework used in this research among others : first
theory is an integrated marketing communications services and the services, second theory is quality of
service to the company, third theory is the scope of services and the last is understanding the response to
the company and customer satisfaction.

The research method used in this research is descriptive qualitative type of research that produces
descriptive data in the form of words written or spoken of the peoples and behaviors that can be observed.
Location research is Yamaha Sumber Baru Motor in Dongkelan-Y ogyakarta. This research uses sampling
techniques to take as many as five people informant who is also a regular customer of the Sumber Baru
Motor, Dongkelan. The analysis technique used in of this research is the analysis of qualitative data refers
to the responses made by repeat customers or yamaha consumers to quality service sales officer at at
Yamaha Sumber Baru Motor in Dongkelan — Yogyakarta.

The conclusions of this research is that the aspects of reliability still have two informants who
assess the ability of sales personnel officer in conveying information about Yamaha products have
improved skill, two informants who judge the quality of service sales officer should be able to minimize
complaints from customers and one informant assess the need enhanced capabilities. In the aspect of
responsiveness there are two informants who judge not exactly the time which is not in accordance with
the time should fit the desired time customer and there is one informant that assess service delivery /
service must be more alert. In aspect assurance there is one informants assess the knowledge must be
extended to assure customers and one informant who assess the knowledge to be good (guaranteed) to
convince the customer. In aspect of empathy there is one informant assess towards understanding sales
officer must understand the customer's desire to provide a service that does not disappoint.
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