ABSTRACT

In Indonesia, nowadays service sector grown very fast and make
contribution as 2/3 from all activities. Service quality has strong relationship with
customer satisfaction because customer satisfaction is the main key to build up
service business especially leasing. So in this research will analyze factors that
affecting customer satisfaction in PT BESS Finance.

This research will use multiple regression analysis. Based on the result and
discussion, the conclusion are: (1) Significance value of information variable
toward customer satisfaction is 0.033 < 0.05, this means information has
significant effect toward customer satisfaction. (2) Significance value of
hospitality variable toward customer satisfaction is 0.000 < 0.05, this means
hospitality has significant effect toward customer satisfaction. (3) Significance
value of caretaking variable toward customer satisfaction is 0.014 < 0.05, this
means caretaking has significant effect toward customer satisfaction.
(4)Significance value of billing variable toward customer satisfaction is 0.000 <
0.05, this means billing has significant effect toward customer satisfaction.
(5)Significance value of payment variable toward customer satisfaction is 0.017 <
0.05, this means billing has significant effect toward customer satisfaction.
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