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ABSTRACT

The purpose of this study is to éxamine the relationship between of services quality
and customer satisfaction offered in lcon-Future Home. Service quality is one of image
that company need to take an extra ‘attention. lcon-Future Home is a company that only
operate within 1 year. Problem with customer services will give negative vibés with
customer satisfaction and vice verse especially in the future. Therefore, this study/has
focused on relationship between SERVQUAL and customer satisfaction in lcon-Future
Home so fhat customer satisfaction with product and services from company. This survey
questionnaire was constructed with 25 items services qu'élity items covering 5 services
qualityi'dimensions*basedfon*SERVQUAL model which_is_tangible, responsive, reliability, -
assurances and empathy while customer satisfaction as dependent variable. Data were
collected from 50 respondents which is existing cuét;)mer for Icon—Futtﬁe Home. In order
to meet the objective the Pearson correlations has been carried out. The finding shows
that refliability, assurances, responsiveness, tangible and empathy have significant
positive ‘relationship with customer satisfaction that was run by SPSS version 20. All
variables are significant. Pearson correlation shows assurances is 0.779 which is ranked
as High correlation based -on Guilford's Law and it shows the most positive significant
relationship between service >qu.ality and customer satisfaction. This study also has
considered employees feally care, polite and has knowledge on what their field’s expert.
Therefore, employees can attract customers to maintain and always trust using product
and services from the company. SERVQUAL shows the evidences from result of research

towards company Ilcon-Future Home.
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