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Abstract 
 

This study aims to identify factors affecting customer satisfaction in PT.OSO sekuritas 
cabang galeri Universitas MH. Thamrin and describe it based on customer perceptions. This 
research uses a qualitative approach with case study strategy. Data collection techniques used 
are interviews, observation, and document review. The participants of this study 25 customers 
with different backgrounds (student or employee). The result of study shows that factors 
affecting customer satisfaction in PT.OSO sekuritas cabang galeri Universitas MH. Thamrin 
Branch is the excellence of the relationship between the employee and the costume, accuracy 
in satisfying customer desires or demand and adequate facilities in the investment gallery. This 
strategy will always be improved by the employees to provide customer satisfaction in the long 
term. 
 
  
Keywords: Customer satisfaction, service quality, customer relation, customer loyalty. 
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1. Introduction 

Competitive advantage is a series of processes that develop and must be managed 
continuously by the company. Along with the development of science and technology, business 
competition has also become very tight. According to Kotler in [1], [2]"A well-designed marketing 
strategy is necessary to maintain and develop the business in a highly competitive business 
world", in line with that of course the company must form the foundation of a good marketing 
strategy. 

Table 1.1 Stock Transaction Data of PT. OSO Securities University MH Thamrin Cab Thamrin 

 

Year Value Customer 

November/2018 756.986.379 33 

Desember/2018 3.106.144.632 36 

January/2019 11.777.128.600 58 

February/2019 8.263.105.500 81 

March/2019 7.446.384700 96 

April/2019 3.213.555.000 101 

 

PT. OSO Securities need to identify what factors arebecome a determinant of satisfaction and 
customer satisfaction at the Thamrin University Branch. Customers of a security including PT. 
OSO Sekuritas, Universitas MHThamrin Gallery Branch have several securities accounts in 
other securities. This phenomenon raises the fundamental question of what strategy should be 
applied by the company to be able to increase satisfaction that has an impact on customers[3]. 
 The Investment Gallery of the Indonesia Stock Exchange (IDX) is a means to 
introduce the Capital Market from an early age to the academic world. The IDX Investment 
Gallery with the 3 in 1 concept, which is a collaboration between IDX, Universities and Securities 
Companies, is expected to be a bridge to mastery of science and practice in the capital 
market.For universities, there is a strategic alliance with capital market players (IDX, AB, Data 
Vendors) Increase the Brand Name and Selling Value of the college. For Stock Exchange 
Member Companies, as a promotional media step among students/academics and as a media 
for recruitment of reliable Capital Market HR. For data vendors, it does not issue hardware 
investments for the IDX corner & Capital Market Lab. 
 Study seeks to explore problems from the perspective of customers or how 
customers perceive these factors. PT. OSO Sekuritas, MH Thamrin University Gallery Branch, 
aims to find out what factors affect Service Quality at PT. There are important determinants that 
can lead to high customer satisfaction and these factors will be identified in this study[4].The 
purpose of this study was to identify the determinants that affect customer satisfaction at PT. 
OSO Sekuritas, MH Thamrin University Gallery Branch and further describes it based on 
customer perceptions. Although customer satisfaction is an important thing in the service of 
transacting in a security, there has not been much research and information on this matter. 
 A study of the factors that influence customer satisfaction would be a very important 
and useful discussion in the formulation of a customer satisfaction strategy that is contextual 
and relevant for each security[5]. By discussing these factors, securities can formulate 
appropriate and appropriate strategies so that they can provide input for management in 
designing good marketing strategies.This research explores what factors make customers of a 
security company feel satisfied to be customers. This research has 3 (three) limitations. The 
scope of the research location is one of the concerns in this study, which is only limited to being 
carried out at PT. OSO Sekuritas, MH Thamrin University Gallery Branch. Other things that are 
not related to this, such as marketing strategies, are not explored in this report. 
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2. Research Method 

2.1 Qualitative Descriptive 

MH Thamrin University Gallery is located at MH University of Phnom Penh (MH) in 
Indonesia. Researchers assess whether the services provided to customers are good enough 
where there is no gap in expectations with perceptions[6], [7]. Qualitative descriptive research 
seeks to describe all existing symptoms or conditions, namely the state of symptoms according 
to what they were at the time the research was conducted. 

2.2 Research paradigm 

With a qualitative approach, researchers can explore research problems by exploring 
phenomena. Researchers study participants in their environment because the participants are 
in a natural setting. Quantitative research is not in accordance with this study because in 
quantitative research the variables must have been known from the start. [8] states that 
qualitative research is an activity that places researchers in reality. Meanwhile, what will be done 
in this research is to identify the factors and then conduct an exploration of these factors. 

Qualitative research begins with assumptions, views of reality, and the study of 
problems that question the meaning of the individual or group in question[9]. Qualitative 
researchers collect data in the natural environment of the people and places studied, and then 
analyze the data inductively and establish patterns or themes. With open-ended questions, 
participants are free to respond in their own words. Compared to quantitative research, 
qualitative research is more flexible. 

2.3 Research Methods and Strategies 

The qualitative approach used in this research is a case study[10]–[12].  Case study research 
is a qualitative approach that explores bounded systems (cases) or several bounded 
systems[13], [14]. In this case, the case to be studied is a single case at the Yogyakarta Branch 
of Kanisius Foundation[15], [16]. To enrich the data, the customers who were involved as 
participants were chosen as varied as possible in terms of gender and customer status. 

2.4  Research Location 

PT. OSO Sekuritas Cab. Thamrin is an investment gallery formed by 3 parties, namely 
Universitas MHThamrin, Program Management and the Indonesia Stock Exchange. Currently, 
the gallery is in quite a dilemma because many customers have stock or securities accounts of 
more than 1 securities company. 

2.5 Research subject 

The subjects of this research are customers of PT. OSO Sekuritas Cab. MH Thamrin. 
Spradley reveals that qualitative research does not use the term population, but it is called a 
social situation or social situation which consists of three elements, namely place, actors, and 
activity. 

2.6 Research Participants 

The research subject or someone who provides information related to the research title 
is PT. OSO Sekuritas, MH Thamrin University Gallery Branch, located in East Jakarta. 
Informants are people expected to provide information about situations and conditions in the 
background[17], [18]. The social situation can be expressed as an object of research that wants 
to know what is happening in it. 

In this study, the most common sampling method used in qualitative research is 
purposive sampling.  Purposive sampling is a sampling strategy that is carried out by 
determining research participants with criteria that are relevant to certain research questions. In 
this study, the researcher deliberately chooses the location and research participants to 
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understand the phenomenon. Employees of PT were selected based on their experience as 
lecturers, students and employees of PT[19], [20]. 

2.7  Method of collecting data 

Data collection techniques are the most important step in research, because the main 
purpose of research is to obtain data, namely: 

3.7.1 Observation 

Observation aims to observe the subject and object of research, so that researchers 
can understand the actual conditions[21]. Observation is non-participatory, that is, the 
researcher is outside the system being observed.The importance of observation is the ability to 
determine the initial factors of behavior and to accurately describe the reactions of individuals 
observed under certain conditions. Observations in qualitative research are carried out on real 
situations that are reasonable, without being prepared, changed or held specifically for research 
purposes. 

3.7.2 Interview 

With interviews, researchers will find out more in-depth things about informants in 
interpreting situations and phenomena that occur, where this cannot be found through 
observation[4].   In conducting interviews, researchers prepared research instruments in the 
form of written questions to be asked, and recorded what was stated by the informants, therefore 
the types of interviews used by researchers included in the type of structured 
interviews[22].Interview is the process of obtaining information for research purposes by means 
of question and answer. In this study, researchers conducted interviews with PT. OSO Sekuritas 
Cab. MH Thamrin University which is considered to be able to provide the information needed 
for research. 

2.7.3 Documentation 

Research results from observations or interviews will be more credible if they are 
supported by the relevant documents.Documentation studies are collecting documents and data 
needed in research problems and then examining them intensely so that they support and add 
to the belief and evidence of an incident. The documents used in this study are a list of research 
respondents, photos of customer behavior in transactions at PT. OSO Sekuritas Cab. Gallery 
MH Thamrin University. 

2.7.4 review documentation 

Documents related to the research were studied to get a more complete picture. The 
documents include the investment gallery of PT. OSO Sekuritas Cab, Vision and Mission to 
become a leading financial company. To be a safe and profitable place for investors to invest in 
the Indonesia Stock Exchange. 

3.8 Literature Review 

3.8.1 Introduce 

 The function of literature review in qualitative research is as a comparison and 
explanatory material for research findings. In some qualitative studies, researchers use literature 
review to support the findings. Qualitative research does not base its theory on the concepts 
presented in the literature review. Researchers are more interested in how the findings relate to 
pre-existing ideas: whether the research findings support or modify existing ideas and practices 

3.8.2 Service Quality 

 Service Quality can be identified by comparing customer perceptions of the service 
they actually receive with the actual service they expect. The conclusion of service quality is the 
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assessment given by the customer from comparing the company's performance with the 
customer's own expectations. It is the main thing that is seriously considered by the company. 

3.8.3 Konsep Customer Satisfaction 

 In the concept of customer satisfaction there are two elements that influence, namely 
expectations and performance. Performance is the consumer's perception of what is received 
after consuming a product or service[23]. Expectation is a consumer's estimate of what will be 
received if he consumes a product (goods or service) customer satisfaction can be described 
as shown in the following figure: 

 
Figure 3.8.1 Concept of Customer Satisfaction 

3.9 Data analysis technique 

Descriptive research is research based on descriptive data from status, circumstances, 
attitudes, relationships or thinking systems[24]. The data analysis process begins by examining 
all available data from various sources, namely through observation, interviews and 
documentation[25]. If the interviewee's answers after being analyzed feel unsatisfactory, the 
researcher will continue the question again. 

3.9.1 Data Reduction (Data Reduction) 

Data reduction is the process of selecting, separating, paying attention to simplification, 
abstracting and transforming rough data that emerges from written records in the field. Reducing 
data means summarizing, choosing the main things, focusing on the things that are important, 
and looking for themes and patterns. 

3.9.2 Data Display (Data Display) 

Presentation of data is the process of making it easier for researchers to see the overall 
picture or a particular part of the research. The presentation of the data is done by describing 
the results of the interviews as outlined in the form of a description with narrative text, and 
supported by documents. 

3.9.3 Conclusion Drawing 

In this study, conclusions are drawn by taking the essence of a series of research 
categories based on observations and interviews[26]. The researcher tries to analyze and look 
for patterns, themes, similar relationships, things that often arise, hypotheses and so on which 
are outlined in tentative conclusions. 

3.10 Triangulation 

Triangulation is a technique to check the validity of data from various different points of 
view. It reduces as much as possible the bias that occurs during data collection and analysis. 

3.10.1 Triangulation of various methods 

Triangulation of various methods is done by comparing the data obtained in different 
ways, such as observation, interviews, and document review. This triangulation is carried out if 
the data from each source is different until the truth is doubted. The truth can be obtained by 
comparing the data generated by each method. 
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3.10.2 Triangulation of various researchers. 

Qualitative research adheres to the view that reality is plural and it is possible for each 
researcher to see a phenomenon differently because of their subjectivity. 

3.10.3 Triangulation of various theories 

Triangulation is the process of comparing research findings with relevant theories to 
avoid the researcher's individual bias on the findings. This triangulation can increase the depth 
of understanding if researchers are able to explore theoretical knowledge in depth on the results 
of data analysis that has been obtained. 

3.11 Research Process 

The data collection process to be carried out in this study includes the following stages: 

3.11.1 The process of entering the research site 

Before entering the research location to obtain data, the researcher first asked 
permission from the leader of the investment gallery and other informants involved in this 
research. 

3.11.2 While at the research location (getting along) 

In an interview, a researcher tries to make a personal and intimate relationship with the 
research subject, seeks information and various complete data sources and tries to capture the 
meaning of the various information received and observed phenomena[27]. Therefore, the 
researcher tries as wisely as possible so as not to offend the informants formally or informally. 

3.11.3 Data collection (data logging) 

At this stage, the researcher carried out the data collection process that had been 
determined based on the research focus. The data collection methods used in this study are as 
follows:  

a. Observation 
b. Interview 
c. Documentation. 

3. Findings 

3.1  Introduction 

This research is qualitative research so that the data obtained in the form of words, 
rather than numbers. The data were obtained through interviews, observation and document 
review. Interviews conducted by researchers at PT. OSO Sekuritas, MH Thamrin University 
Gallery Branch, Jakarta, Indonesia. 

3.2 Characteristics of Research Participants 

In this study, the determination of participants begins with classifying the customers. 
Age, gender and how long have you been a customer are considered. The aim is to see what 
point of need is really needed by all these classifications in order to feel satisfaction in 
transacting at PT. OSO Sekuritas. 

Participants in this study amounted to 25 customers. Based on the type of status, there 
were 6 female participants and 19 male participants. And includes 12 people (48%) 
students, 4 people (16%) lecturers, 9 people (36%) employees. 
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Figure 5.1: Composition of Participants by Status. 

Based on gender, there are 19 male (76%) and 6 females (24%). 

Figure 5.2: Composition of Participants by Gender. 

3.3 Research result 

Data analysis was carried out by arranging data in the form of interview transcripts 
obtained from the results of questions and answers with several subjects according to 
predetermined characteristics[28], [29]. 

3.3.1 Positive Themes 

What is meant by positive themes are factors that are seen by the participants as 
positive, satisfying, and become reasons for them to stay as customers at PT. OSO Securities 
Gallery Branch MH Thamrin University. 

3.3.2 Tangibles 

The customers of PT. OSO Sekuritas Gallery Branch, University of MH Thamrin feel 
that the facilities provided by the Gallery have fulfilled their needs. The Gallery room meets IDX 
standards and computer equipment, as well as fast internet access. This is how the participants 
felt. 

3.3.3 Reliability 

Must be in accordance with customer expectations means timely performance, error-
free service, sympathetic attitude and high accuracy. That timely, accurate, and high-accuracy 
services result in customers continuing to transact at PT. OSO Sekuritas, MH Thamrin 
University Gallery Branch. 
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3.3.4 Responsiveness 

A willingness to help and provide fast (responsive) and appropriate service to customers 
by delivering clear information. Researchers see that in a securities company, staff or equity 
sales are needed who can anticipate changes quickly from live trade when the stock market is 
open on a daily basis. 

3.3.5 Empathy 

The empathy dimension consists of three sub-dimensions, namely access, 
communication and listening ability. Good relations or customer relations that are built by Staff 
or Equity Sales are very good and have positive synergies. Researchers see from the side of 
good relations with customers as very good for business. 

3.3.6 Negative Themes 

What is meant by negative themes are factors that are seen by participants as negative, 
unsatisfactory, and need to be improved/improved so that they remain in PT. OSO Sekuritas, 
MH Thamrin University Gallery Branch. If these things are not fixed or improved, these things 
have the potential to make customers decide to leave PT. OSO Sekuritas, MH Thamrin 
University Gallery Branch. 

3.3.7 Assurance 

It is a guarantee and certainty, namely knowledge, courtesy, and the ability of company 
employees to foster customer trust in the company. 

1. Competence, The expertise and skills that service providers must possess in 
providing their services to customers. 

2. Credibility, Honesty and responsibility of the service provider so that customers can 
trust the service provider. 

3. Courtesy, Ethics of courtesy, respect and friendliness of the service provider to its 
customers when providing services. 

4. Security (Security / Security), A sense of security, feeling free from fear and free from 
doubts about the services provided by the service provider to its customers. 

In financial services companies, more specifically, are Securities, on the one hand, they 
have a fairly high level of risk if in the implementation of services, the analysis and 
recommendations of the Securities company are inaccurate. One of the weaknesses of this 
accuracy is seen from the competence side, an Equity Sales. 

3.4 Discussion 

PT. OSO Sekuritas Gallery Branch, University of MH Thamrin is a true customer 
because of the convenience they get with the service quality provided by all employees[30], 
[31]. This convenience is due to employees having a very close relationship with customers and 
responding quickly to customer needs at any time[32].Simamora believes that good customer 
service can have a very positive impact on the bottom line of a company's bottom line as well 
as its reputation[33].At PT. OSO Sekuritas Gallery Branch, Universitas MH Thamrin, providing 
the best service and creating a sense of security and comfort for all customers is the primary 
thing. If these basic needs are relatively fulfilled, a higher need emerges, namely the emergence 
of high loyalty from customers.The investment gallery at PT. OSO Sekuritas Gallery Branch, 
Universitas MH Thamrin is not their primary need but a good service that shows their loyalty, 
says Lupiyoadi[34]. Several participants stated that the facilities were quite complete and 
comfortable at the investment gallery. To be in accordance with customer expectations means 
timely performance, error-free service, sympathetic attitude and high accuracy. 

Regarding Customer Satisfaction, based on the data obtained from the research, the 
following things can be done by PT. OSO Sekuritas, MH Thamrin University Gallery Branch. 

1. Improving the quality of Fundamental and Technical Analysis for Staff or Equity Sales 
at PT. OSO Sekuritas, MH Thamrin University Gallery Branch. So that the stock 
recommendations given are accurate. 
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2. Continuous Capital Market Education with carefully prepared modules. 
3. Speeding up the process of opening account openings so that customers can make 

transactions quickly, it is recommended to ask the head office to create an online-
based account opening application.  

 4. Conclusion 

4.1 Conclusion 

PT OSO Sekuritas, MH Thamrin University Gallery Branch. This study is a study of the 
factors that affect service quality to customers of PT. The basic idea is that Service Quality 
is the basis of service companies. Staff and Equity Sales are the key for the company to 
realize the company's Investment Gallery.From the research data that the author, at PT 
OSO Sekuritas Gallery Branch MH Thamrin, can conclude the following: 

1. First, regarding the facilities that have been provided at the Investment Gallery 
according to customers who have been interviewed, the facilities are already 
considered good. So, according to the researcher, the existing facilities are well 
maintained. 

2. Second, regarding whether employees have created a comfortable and pleasant 
atmosphere when customers come to the gallery, according to customers who have 
been interviewed it is very good. The synergy that occurs is expected to grow 
positively continuously. 

3. Third, regarding the response of employees to requests and needs from customers, 
according to customers who have been interviewed, that is responsive (responsive) 
to satisfied customer needs. According to researchers to be more maintained and 
improved. 

4. Fourth, the services expected by the customers interviewed are improvements in 
terms of education and faster account opening services. According to researcher PT 
OSO Sekuritas Galeri Branch, MH Thamrin, they must immediately change the way 
of working in the process of opening an Account, so that the process can be faster 
and not repeated again. 

5. Fifth, the suggestions and criticisms that were clarified by some of the customers 
who have been interviewed, namely that there is continuous education, accurate 
stock recommendations, galleries to be expanded and additional PCs. According to 
researchers in the future, this gallery will become stronger, so that more staff are 
needed so that they are consistent in serving customers for the better. 

4.2 Limitations 

 This study has several limitations. Future research can get rid of this limitation. The 
limitations of this study are: 
 A study by PT OSO Sekuritas, Galeri branch MH Thamrin has explored the factors of 
satisfaction in service to customers at a branch of the company. From the customers' point 
of view, this research has not explored the things that have been done and planned to be 
carried out by PT OSO  Sekuritas.The focus of this research is customer satisfaction. Other 
things outside of this, such as customer loyalty or customer loyalty are not examined in 
depth. 

4.3 Suggestion 

 Based on the results of the study, the researchers tried to formulate several things for 
the development of human resource governance at PT. OSO Gallery Branch MH Thamrin. 
PT. OSO Gallery Branch MH Thamrin needs to immediately formulate a strategy in 
marketing, namely to create an SDP (sales deployment program), to train existing staff or 
Equity Sales. The results showed that the synergy built by the Equity Sales team of PT OSO 
Sekuritas was one of the factors that led to customer satisfaction in transactions at the 
gallery branch. 
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