ABSTRAK

Penelitian ini bertujuan untuk menganalisis mengenai pengaruh perilaku
etis salesperson terhadap customer satisfaction. Customer satisfaction adalah
respon pelanggan terhadap evaluasi ketidaksesuaian /diskonfirmasi yang
dirasakan antara harapan sebelumnya (atau norma kinerja lainnya) dan kinerja
aktual dari produk yang dirasakan setelah pemakaiannya. Faktor yang
mempengaruhi customer satisfaction salah satunya adalah perilaku etis
salesperson.

Penelitian ini dilakukan dengan menyebarkan kuesioner pada responden
yang merupakan pemegang polis asuransi AIA sebanyak 100 orang. Pengujian
dan pengolahan data menggunakan SPSS versi 17.00 dengan metode regresi
sederhana.

Dan hasilnya besar pengaruh perilaku etis salesperson (sebagai variabel
independen) terhadap customer satisfaction (sebagai variabel dependen) adalah
33.4% dan sisanya 66.6% dipengaruhi oleh faktor lain. Hasil penelitian ini
menunjukan adanya pengaruh positif perilaku etis salesperson terhadap customer
satisfaction.

Kunci : perilaku etis salesperson, customer satisfaction.
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ABSTRACT

This study was intended to analyze the influence of ethical sales behaviour
toward customer satisfaction. Customer Satisfaction is a tendency that learned to
one object that have been given. Attitude depends on the value systems of
individuals that represent a standard of personal about good and bad, right and
wrong, and so, because of that the attitude tends to be more complex and durable
than the belief. one of the factors that influenced the customer satisfactionwas
ethical sales behaviour.

The study was conducted, with spread out the questionnaire that was
administered to 100 respondents who are AIA policyholders. The hypotheses
testing and data analysis was conducted using the SPSS ver. 17.00, using simple
regression method.

And the result of the influence of ethical sales behaviour (independent
variable) on customer satisfaction (dependent variable) minimarket is 33.4% and
the remaining 66.6% is influenced by other factors. The result from this study
shows that there was a positive influence of the ethical sales behaviour on
customer satisfaction.

Keywords : Ethical Sales Behaviour, Customer Satisfaction.
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