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ABSTRACT

The purposes of this fina report are to know the service quality and customer
satisfaction at Bakso dan Mie Ayam Midun Palembang. The data were collected
through interview, questionnaires and library research. The writer used qualitative
and quantitative method. The sample is taken by using non-probability sample
with accidental sampling. The writer distributed questionnaires to 100 respondents
of Bakso dan Mie Ayam Midun Palembang. The data were analyzed by using
percentage system, scoring interpretation. Based on the data, Bakso dan Mie
Ayam Midun Palembang has given good service for their customers it can be
known from the average percentage of dimension of service quality is 71,48%.
The lowest average percentage dimension of service quality is the dimension of
tangible with score 58,55%. Based on the result of questionnaires, customer
satisfaction shows that customers are satisfied with the services that have been
given by Bakso dan Mie Ayam Midun Palembang, it can be shown by the average
percentage of customer satisfaction is 71,88%.

Keywords. service quality, customer satisfaction
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