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INTISARI

Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan
yang terdiri dari variable bukti fisik (tangible), keandalan (reliability), daya tanggap
(responsiveness), jaminan (assurance) dan empati (emphaty) terhadap kepuasan
konsumen serta untuk mengetahui variable kualitas pelayanan yang paling dominan
terhadap kepuasan konsumen pada Mie ayam dan bakso Pak Man Madiun.

Metode penelitian yang digunakan adalah penelitian kuantitatif. Teknik
pengambilan data dengan. purposive sampling dan membagikan kuesioner yang
disebarkan kepada 98 konsumen yang sedang atau pernah melakukan pembelian di mie
ayam dan bakso pak Man Madiun. Metode analisis data yang digunakan adalah analilis
regresi linier beranda, uji signifikansi parsial (uji t), uji signifikansi simultan (uji F), uji
koefisien determinasi (R2) dan uji variabel dominan.

Hasil penelitian ini menunjukkan bahwa kualitas pelayanan variabel (keandalan
/X2, daya tanggap/X3 dan jaminan/X4) secara parsial (uji-t) memiliki pengaruh
terhadap kepuasan konsumen sedangkan variabel bukti fisik/X1 dan empati/X5 tidak
memiliki pengaruh terhadap kepuasan konsumen. Kualitas pelayanan (bukti fisik/X1,
keandalan/X2, daya tanggap/X3, jaminan/X4, dan empati/X5) secara bersamaan (uji f)
berpengaruh signifikan terhadap kepuasan pelanggan. Hasil dari koefisien determinasi
(R2) menunjukkan pengaruh kualitas pelayanan (bukti fisik/X1, keandalan/X2, daya
tanggap/X3, jaminan/X4, dan empati/X5) terhadap kepuasan konsumen sebesar 86%,
sedangkan sisanya 14% dipengaruhi oleh faktor lain tidak dipelajari. Koefisien variabel
yang paling berpengaruh dominan terhadap kepuasan konsumen adalah variabel daya
tanggap/X3 sebesar 0,348

Kata Kunci : Kualitas Pelayanan, Kepuasan Konsumen
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ABSTRACT

The purpose of this study was to determine the effect of service quality which
consists of variables of physical evidence (tangible), reliability (reliability),
responsiveness (responsiveness), assurance (assurance) and empathy (emphaty) on
customer satisfaction and to determine the variable of service quality that most
dominant to consumer satisfaction on Mie ayam and Pak Man Madiun meatballs.

The research method used is quantitative research. The data collection
technique is purposive sampling and distributing questionnaires to 98 consumers who
are currently or have made purchases at Pak Man Madiun's chicken noodles and
meatballs. The data analysis method used was linear regression analysis, partial
significance test (t test), simultaneous significance test (F test), coefficient of
determination test (R2) and dominant variable test.

The results of this study indicate that the service quality variables (reliability
/X2, responsiveness/X3 and assurance/X4) partially (t-test) influence consumer
satisfaction while the physical evidence variables/X1 and empathy/X5 have no effect
on' customer satisfaction. Service quality (physical evidence/X1, reliability/X2,
responsiveness/X3, assurance/X4, and empathy/X5) simultaneously (f test) has a
significant effect on customer satisfaction. The results of the coefficient of
determination (R2) show the effect of service quality (physical evidence/X1,
reliability/X2, responsiveness/X3, assurance/X4, and empathy/X5) on consumer
satisfaction by 86%, while the remaining 14% is influenced by other factors. not
studied. The coefficient of the variable that has the most dominant influence on
consumer satisfaction is the responsiveness variable/X3 of 0.348

Keywords: Quality of Service, Consumer Satisfaction



