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ABSTRACT

The purpose of this final report is to determine the role of service quality on
customer satisfaction level in the installation of prepaid electricity on PT PLN
(Persero) WS2JB branch Sukarami Palembang. It would like to know about the
role of service quality on the level of customer satisfaction to customer using
prepaid electricity. The data were obtained from the questionnaire given to the
customer and processed by percentage and analyzed qualitatively. There are five
dimensions of service quality of tangibles, reability, responsiveness, assurance,
and empathy. The variable interpretation of tangible gets score 80,61%, reability
gets score 83,03%, responsiveness gets score 82,63%, assurance gets score
85,05% and empathy gets score 84,44%. While the dominant variables that give
customer satisfaction is the variable interpretation of Assurance get score 85,05%,
while variables that get lowest in variable interpretation Tangibles gained score
interpretation of 80,61%. It’s found that the customer satisfaction is influenced by
five dimensions of service quality, and the dominant variables is Assurance
gained score 85,05%.

Keywords: Service quality, Customer satisfaction
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