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Abstract

The objectives of this study were to study entrepreneurs’ satisfaction with service quality
provided by the Department of Industrial Promotion, to study entrepreneurs’ satisfaction with service
quality provided by the Department of Industrial Promotion, classified by personal factors, to study
entrepreneurs’ behavior of using the service provided by the Department of Industrial Promotion, and to
study entrepreneurs’ behavior of using the service provided by the Department of Industrial Promotion,
classified by personal factors. The sample of this study was 398 service users of the Department of
Industrial Promotion. This study used a quantitative research method. A questionnaire was used as a
research instrument. Data collected were then analyzed using statistics, including frequency, percentage,
mean, standard deviation, t - test, F-test

The results of this study indlicated that overall satisfaction of the respondents with the service
quality provided by the Department of Industrial Promotion was at a high level. The respondents with
different educational level had different satisfaction with the service quality provided by the Department
of Industrial Promotion in terms of Assurance with a statistical significance level of .05. In terms of
behavior of using the service provided by the Department of Industrial Promotion, most of them were
Entrepreneurs; the purpose of using the service was to ask for advice to develop and expand the market
as well as products and innovative products. The respondents had the needs for taking business training
/ seminar. Exposure to information was through service recipients coming to contact the Department of
Industrial Promotion by themselves. The most influential person for taking the service was oneself. The
respondents made their decision to receive counseling services immediately when new projects have
been known. The respondents with different personal factors, namely gender, age, type of business,
position, business model had different behavior of using the service provided by the Department of
Industrial Promotion with a statistical significance level of .05.

Keywords: Satisfaction, Quality of Service, Department of Industrial Promotion.
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