
INTISARI

Penelitianinibertujuanuntukmengetahuimarketingmixyangterdiridari

produk,harga,promosi,salurandistribusi,orang,proses,buktifisikterhadap

kepuasannasabahpadaPT.TokioMarineLifeInsuranceSurabaya.

Sesuaidengan karakteristik populasinya,maka dalam penelitian ini

ditentukan jumlah sampelsebesar80 orang.Jenis penelitian iniadalah

pendekatankuantitatif,yaitudenganmenyebarkankuesionerpadanasabah

PT.TokioMarineLifeInsuranceSurabaya.Metodeanalisisyangdigunakan

adalahanalisiregresilinierbergandadenganmenggunakanprogram SPSS.

Hasilpenelitian inimenunjukkan bahwa produk,harga,promosi

berpengaruhtidaksignifikanterhadapkepuasannasabahPT.TokioMarine

LifeInsuranceSurabayasedangkansalurandistribusi,orang,prosesdan

buktifisikberpengaruh signifikan terhadap kepuasan nasabah PT.Tokio

MarineLifeInsuranceSurabaya.

Katakunci :MarketingMix,PerusahaanJasa,KepuasanNasabah.



ABSTRACT

Thisresearchaimedtofindouttheeffectofmarketingmixwhich

consisted ofproduct,price,promotion,distribution,people,process and

physicalevidence on customers’satisfaction of PT.Tokio Marine Life

Insurance,Surabaya.

Theresearchwasquantitative.While,thepopulationwasPT.Tokio

MarineLifeInsurance,Surabaya.Moreover,theinstrumentindatacollection

technique used questionnaires.The questionnaires were distributed to

respondents.Inlinewith,therewere80respondentsofcustomersofPT.

Tokio Marine Life Insurance,Surabaya.Furthermore,the data analysis

techniqueusedmultiplelinearregressionwithSPSS.

Theresearchresultconcludedbothproductandpricehadinsignificant

effecton customers’satisfaction ofPT.Tokio Marine Life Insurance,

Surabaya.Likewise,promotion had insignificant effect on customers’

satisfactionofPT.TokioMarineLifeInsurance,Surabaya.Ontheotherhand,

distribution as wellas people had significant effect on customers’

satisfactionofPT.TokioMarineLifeInsurance,Surabaya.Similarly,both

process and physicalevidence had significant effect on customers’

satisfactionofPT.TokioMarineLifeInsurance,Surabaya.
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