
Universitas Kristen Maranatha  
 

ABSTRACT 

 

This study aims to exam and analyze the effect of salesperson customer orientation 
on customer complaint satisfaction with the mediating variable customer attitude 
toward  salesperson. This study is using path analysis as a method of research. 
Sample of this study is business to business company in the Bandung City with the 
salesperson from the company as respondent and the customer from the salesperson. 
The result of this study is salesperson customer orientation has direct effect to 
customer satisfaction complaint. There is no effect salesperson customer orientation 
on customer satisfaction if mediating by customer attitude toward the salesperson 
variable. 

 

Key variables: salesperson, customer orientation, customer complaint satisfaction, 
customer attitude toward salesperson 
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ABSTRAK 

 

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh salesperson 
customer orientation pada customer complaint satisfaction dengan customer attitude 
toward salesperson sebagai variabel mediasi. Penelitian ini menggunakan analisis 
jalur sebagai analisis penelitian ini.  Sampel penelitian ini adalah salesperson dari 
perusahaan business to business di Kota Bandung dan pelanggan dari salesperson 
tersebut. Hasil penelitian ini menunjukkan bahwa hanya pengaruh langsung  
salesperson customer orientation pada customer attitude toward salesperson dan 
customer complaint satisfaction.  
 
Kata kunci: salesperson, customer orientation, customer complaint satisfaction, 
customer attitude toward salesperson 
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