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ANALISIS KEPUASAN PELANGGAN PADA 

BENGKEL BMW ASTRA SUNTER 
(Studi pada PT. Astra Internasional Tbk. BSO-Sunter) 

ABSTRAK 
Penelitian ini bertujuan untuk mengetahui Analisis Kepuasan Pelanggan Pada 

Bengkel BMW Astra Sunter (Studi pada PT. Astra Internasional Tbk.BSO-Sunter) 
Populasi penelitian ini adalah pelanggan  yang melakukan service di bengkel 

BMW   Astra   Sunter   di   PT.   Astra   Internasional   Tbk.   Bso-Sunter   dengan 
menyebarkan kuesioner, wawancara, dan observasi. Penelitian ini menggunakan 
kajian  penelitian  kualitatif  dengan  menggunakan  metode  penelitian  deskriptif 
kuantitatif. Pengambilan sampel dilakukan dengan metode purposive sampling, 
dengan jumlah responden yang sesuai dengan kriteria sebanyak 70 responden. 
Kuisioner  yang  disebarkan  kemudian  diolah  menggunakan  komputer  dengan 
bantuan Microsoft Excel 2010 Strategi yang digunakan dalam penelitian ini diukur 
dengan teknik analisis data yaitu dengan Reduksi Data, Display Data, Verifikasi 
data, Pengujian Validasi dan Reliabilitas  serta  pengujian  Kredibilitas  dengan 
Triangulasi 

Hasil penelitian menunjukkan bahwa, hipotesa penelitian ini terbukti. Dengan 
kata lain karakteristik seperti Kualitas Layanan, Harga, Faktor Emosional, Lokasi, 
dan Kemudahan berpengaruh secara signifikan terhadap Kepuasan Pelanggan. 

Hal ini dibuktikan pada besarnya nilai analisis pada (1) Kualitas Layanan sebesar 
88,57% responden merasa puas dan sangat puas (2) Harga sebesar 91,43% 
responden merasa puas dan sangat puas (3) Faktor Emosional sebesar 88,57% 
responden merasa puas dan sangat puas (4) Lokasi sebesar 90% merasa puas dan 
sangat puas (5) Kemudahan sebesar 92,86% merasa puas dan sangat puas. Hasil 
dari nilai penelitian membuktikan bahwa indikator-indikator kepuasan pelanggan 
yang sebagian besar pelanggan merasa puas terhadap pelayanan yang diberikan 
oleh bengkel BMW Astra Sunter. 

Kata   Kunci:   Kualitas   layanan,   Harga,   Faktor   Emosional,   Lokasi,   dan 
Kemudahan 
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ANALYSIS OF CUSTOMER SATISFACTION 

BMW ASTRA SUNTER WORKSHOP 
(Study at PT. Astra Internasional Tbk. BSO-Sunter) 

ABSTRACT 
 

This study aims to determine Customer Satisfaction Analysis at BMW Astra 
Sunter Workshop (Study at PT. Astra International Tbk.BSO-Sunter) 

 
The population of this study are customers who perform services at the 

BMW Astra Sunter workshop at PT. Astra International Tbk. Bso-Sunter by 
distributing questionnaires, interviews, and observations. This study uses a 
qualitative research study using quantitative descriptive research methods. 
Sampling was done by purposive sampling method, with the number of 
respondents who fit the criteria as many as 70 respondents. The distributed 
questionnaire was then processed using a computer with the help of Microsoft 
Excel 2010. The strategy used in this study was measured by data analysis 
techniques, namely data reduction, data display, data verification, validation and 
reliability testing and credibility testing with triangulation. 

 
The results show that the research hypothesis is proven. In other words, 

characteristics such as Service Quality, Price, Emotional Factors, Location, and 
Ease have a significant effect on Customer Satisfaction. 

 
This is evidenced by the magnitude of the value of the analysis on (1) 

Service Quality of 88.57% of respondents feel satisfied and very satisfied (2) 
Prices of 91.43% of respondents are satisfied and very satisfied (3) Emotional 
factors of 88.57% of respondents feel satisfied and very satisfied (4) Location 90% 
feel satisfied and very satisfied (5) Ease of 92.86% feel satisfied and very satisfied. 
The results of the research value prove that the indicators of customer 
satisfaction, most of which customers are satisfied with the services provided by 
the BMW Astra Sunter repair shop. 

Keywords:  Quality  of  service,  Price,  Emotional  Factors,  Location,  and 
Convenience 
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