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ABSTRAKSI 

 

Tujuan dalam penelitian ini adalah menganalisis pengaruh tangible, 

reliabilty, responsiveness, assurance, empathy terhadap Kepuasaan Pelannggan 

pada Bengkel Mobil Montecarlo Group Surakarta. Menganalisi Kualitas 

Pelayanan (tangible, reliability, responsiveness, assurance, empathy  terhadap 

Kepuasaan Pelanggan pada Bengkel Mobil Montecarlo Group Surakarta.  

Populasi dalam penelitian ini adalah seluruh  konsumen yang 

menggunakan jasa di Bengkel Mobil Montecarlo Group Surakarta, sedangkan 

sampel yang digunakan sebanyak 50 responden. Teknik pengambilan sampel yang 

digunakan adalah Convenience Sampling. Alat analisis yang digunakan adalah uji 

normalitas, uji multikolinearitas, uji heteroskedastisitas, uji koefisien determinasi 

(R
2
), uji F (Uji Ketepatan Model) dan uji t (Uji Hipotesis). 

Berdasarkan hasil analisis data diketahui variabel tangible tidak 

berpengaruh positif dan tidak signifikan terhadap kepuasan pelanggan, artinya 

semakin rendah nilai persepsi konsumen terhadap tangible, maka akan semakin 

lemah dorongan konsumen untuk melakukan kepuasan pelanggan. Variabel 

reliability tidak berpengaruh positif dan tidak  signifikan terhadap kepuasan 

pelanggan, artinya semakin rendah nilai persepsi konsumen terhadap reliability, 

maka akan semakin lemah dorongan konsumen untuk melakukan kepuasan 

pelanggan. Variabel responsiveness berpengaruh positif dan tidak signifikan 

terhadap kepuasan pelanggan, artinya semakin tinggi nilai persepsi konsumen 

terhadap responsiveness, maka akan semakin kuat dorongan konsumen untuk 

melakukan kepuasan pelanggan. Variabel assurance tidak berpengaruh positif dan 

tidak signifikan terhadap kepuasan pelanggan, artinya semakin rendah nilai 

persepsi konsumen terhadap assurance, maka akan semakin lemah dorongan 

konsumen untuk melakukan kepuasaan pelanggan. Variabel empahty berpengaruh 

positif dan tidak signifikan terhadap kepuasan pelanggan, artinya semakin tingi 

nilai persepsi konsumen terhadap assurance, maka akan semakin kuat dorongan 

konsumen untuk melakukan kepuasaan pelangganNilai R square (R
2
) diperoleh 

sebesar 0,205. Hal ini berarti bahwa variasi perubahan variabel keputusan 

pembelian dapat dijelaskan oleh variabel tangible (X1), reliability (X2), 

responsiveness (X3), assurance (X4)dan empathy (X5) sebesar 20,5%. Sedangkan 

sisanya sebesar 79,5% dijelaskan atau dipengaruhi oleh faktor-faktor eksternal 

selain variabel independen dalam regresi. 
 

Kata Kunci : kualitas layanan, tangible (bukti fisik), reliability (kehandalan), 

Responsiveness  (daya tanggap), assurance (jaminan), emphaty 

(kepedulian), kepuasan konsumen. 
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ABSTRACT 

 

The aim in this study was to analyze the effect of tangible, reliabilty, 

responsiveness, assurance, empathy towards satisfaction Pelannggan on Car 

Repair Montecarlo Group of Surakarta. Analyze the Quality of Service (tangible, 

reliability, responsiveness, assurance, empathy towards customer satisfaction at 

Montecarlo Car Repair Group of Surakarta. 

The population in this study are all consumers who use the services in 

Montecarlo Car Repair Group of Surakarta, while the samples used by 50 

respondents. The sampling technique used is the Convenience Sampling. The 

analysis tool used is normality test, multicollinearity, heteroscedasticity test, test 

the coefficient of determination (R2), F test (Test Accuracy Model) and t test 

(Test of Hypothesis). 

Based on the results of data analysis known variables are not tangible and 

not significant positive effect on customer satisfaction, which means that the 

lower the consumers' perception of tangible value, the more weak urge consumers 

to conduct customer satisfaction. Variable reliability no positive effect and no 

significant effect on customer satisfaction, which means that the lower the value 

of consumer perceptions of reliability, it will be increasingly weaker urge 

consumers to conduct customer satisfaction. Variable responsiveness and no 

significant positive effect on customer satisfaction, meaning that the higher the 

value of consumers' perception of responsiveness, the more powerful the urge 

consumers to conduct customer satisfaction. No assurance variables and no 

significant positive effect on customer satisfaction, which means that the lower 

the value of consumers' perception of assurance, it will be increasingly weaker 

urge consumers to conduct customer satisfaction. Empahty variables and no 

significant positive effect on customer satisfaction, which means that the steeper 

the value of consumers' perception of assurance, the more powerful the urge 

consumers to make satisfaction pelangganNilai R square (R2) obtained at 0.205. 

This means that the variation of the variable changes in the purchasing decision 

can be explained by tangible variables (X1), reliability (X2), responsiveness (X3), 

assurance (X4) and empathy (X5) of 20.5%. While the remaining 79.5% is 

explained or influenced by external factors other than the independent variables in 

the regression. 

 

Keywords:  quality of service, tangible (physical evidence), reliability (reliability), 

Responsiveness (responsiveness), assurance (guarantee), empathy 

(Awareness), consumer satisfaction. 

 
 




