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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengatahui menganalisis pengaruh
kualitas pelayanan terhadap kepuasan konsumen di Warung Makan Spesial Sambal
Cabang UMS. Penelitian dilakukan dengan menyebarkan kuesioner kepada para
pelanggan-pelanggan Warung Makan Spesial Sambal Cabang UMS. Jumlah
pelanggan yang dijadikan responden adalah sebanyak 100 orang responden yang
diambil dari pelanggan yang datang ke Warung Makan Spesial Sambal Cabang UMS.

Metode penelitian menggunakan analisis regresi berganda.

Berdasarkan hasil penelitian diketahui bahwa hasil analisis regresi berganda
dengan persamaan sbb: Y =-2,076 + 0,265 X; + 0,213 X, + 0,171 X3 + 0,235 X+
0,610 Xs. Hasil uji t dapat diketahui bahwa variabel responsiveness merupakan
variabel yang memberikan pengaruh dominan terhadap kepuasan konsumen. Hal ini
dapat dilihat dari nilai thiwng variabel responsiveness (7,243), lebih tinggi dari thiwung
variabel lainnya tangibles (3,970), assurance (3,107), emphaty (3,050) dan reliability
(2,512). Hal ini berarti jika responsiveness dalam memberikan pelayanan
menyebabkan konsumen merasa puas. Hasil uji koefisien determinasi (R?
memperoleh nilai R? sebesar = 0,772, artinya 77,2% dari variasi kepuasan pelanggan
dipengaruhi oleh tangible, reliability, assurance, empathy dan responsiveness,
sedangkan 22,8% sisanya dipengaruhi oleh variabel lain yang tidak diteliti. Hasil uji
F memperoleh nilai Fiwng > Fravel (63,661> 2,29) pada taraf signifikansi 5%. Artinya
berarti terdapat pengaruh yang signifikan dari tangible, reliability, assurance,
empathy dan responsiveness, secara bersama-sama terhadap kepuasan konsumen.
Sehingga dapat disimpulkan bahwa tangible, reliability, assurance, empathy, dan
responsiveness secara bersama-sama maupun secara parsial berpengaruh positif

terhadap kepuasan pelanggan di Warung Makan Spesial Sambal Cabang UMS.

Kata kunci: kepuasan konsumen, tangibles, reliability, responsiveness, assurance,
empathy

xiii



ABSTRACT

The purpose of this study was to analyze the influence know the quality
of service to customer satisfaction in Public Eating Branch Special Sambal UMS.
The study was conducted by distributing questionnaires to customers Public
Eating Branch Special Sambal UMS. The number of customers who seek
respondents were 100 respondents drawn from the customers who come to the
Public Eating Branch Special Sambal UMS. The research method using multiple
regression analysis.

Based on the survey results revealed that the results of multiple
regression analysis with the following equation: Y =-2,076 + 0,265 X; + 0,213 X;
+ 0,171 X3 + 0,235 X4+ 0,610 Xs. T test results showed that variable
responsiveness is the variable that gives a dominant influence on consumer
satisfaction. It can be seen from the t=hitung variable responsiveness (7.243),
higher than other variables tcount tangibles (3.970), assurance (3.107), empathy
(3,050) and reliability (2.512). This means that if responsiveness in providing
services cause consumers to feel satisfied. The result of the coefficient of
determination (R?) obtained a value of R? = 0.772, meaning that 77.2% of the
variation is influenced by tangible customer satisfaction, reliability, assurance,
empathy and responsiveness, while the remaining 22.8% is influenced by other
variables not examined. F test results received grades of F> Fipe (63.661> 2.29)
at the 5% significance level. This means that means there is significant influence
from tangible, reliability, assurance, empathy and responsiveness, together on
customer satisfaction. It concluded that tangible, reliability, assurance, empathy,
and responsiveness together or partially positive effect on customer satisfaction in
Public Eating Branch Special Sambal UMS.

Keywords: customer satisfaction, tangibles, reliability, responsiveness,
assurance, empathy





