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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan 

yang meliputi wujud fisik, kehandalan, daya tanggap, jaminan dan empati 

terhadap kepuasan pelanggan. Populasi pada penelitian ini adalah seluruh 

pelanggan Matahari Department Store Solo Grand Mall. Sampel penelitian adalah 

100 orang responden dengan menggunakan teknik purposive sampling. Metode 

pengumpulan data yang digunakan berupa kuesioner. Analisis data menggunakan 

regresi linear berganda. Hasil analisis menunjukkan bahwa variabel wujud fisik 

dan empati berpengaruh terhadap kepuasan pelanggan. Sedangkan variabel 

kehandalan, daya tanggap dan jaminan tidak berpengaruh terhadap kepuasan 

pelanggan. Untuk penelitian mendatang perlu menambahkan variabel indepeden 

yang lain, seperti harga, kualitas produk, faktor emosional. 

 

Kata kunci : Wujud fisik, Empati, Keandalan, Jaminan, Daya tanggap, Kepuasan 

  Pelanggan 
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ABSTRACT 
 

The aims of this research to analyze the influence of the service quality 

which include the tangible, reliability, responsiveness, assurance and empathy for 

customer satisfaction. The population in this study are all customer Matahari 

Department Store Solo Grand Mall. The samples were 100 respondents using 

technique purposive sampling. Data collection method used in the form of 

questionnaires. Analysis of data using multiple linear regression. The analysis 

showed that the variables of the tangible and empathy has significant influence on 

customer satisfaction. While variable reliability, responsiveness and assurance has 

no significant effect on customer satisfaction. For future studies will need to add 

another of the independent variables, such as price, quality products, and 

emotional factors. 

 

Keywords: Tangible, Empathy, Reliability, Assurance, Responsiveness, 

Satisfaction Customer 
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