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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan
terhadap kepuasan pelanggan pada UD Rahma Jaya Desa Seruni Mumbul. Kualitas
pelayanan dalam penelitian ini diukur berdasarkan lima dimensi SERVQUAL yaitu
tangible, reliability, responsiveness, assurance, dan empathy. Metode penelitian
yang digunakan adalah pendekatan kuantitatif dengan jenis penelitian eksplanatori.
Populasi dalam penelitian ini adalah seluruh pelanggan UD Rahma Jaya sebanyak
45 orang, dengan teknik pengambilan sampel menggunakan sampling jenuh
sehingga seluruh populasi dijadikan sebagai sampel penelitian. Teknik
pengumpulan data dilakukan melalui penyebaran kuesioner dengan skala Likert.
Analisis data menggunakan analisis regresi linier sederhana dengan bantuan
software SPSS. Sebelum dilakukan analisis, data diuji menggunakan uji validitas,
reliabilitas, serta wuji asumsi klasik yang meliputi uji normalitas dan
heteroskedastisitas. Hasil penelitian menunjukkan bahwa kualitas pelayanan
berpengaruh positif dan signifikan terhadap kepuasan pelanggan UD Rahma Jaya.
Hal ini menunjukkan bahwa semakin baik kualitas pelayanan yang diberikan, maka
semakin tinggi tingkat kepuasan pelanggan. Dengan demikian, UD Rahma Jaya
diharapkan dapat terus meningkatkan kualitas pelayanan pada setiap dimensi guna

mempertahankan dan meningkatkan kepuasan pelanggan.

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, SERVQUAL
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ABSTRACT

This study aims to determine the effect of service quality on customer
satisfaction at UD Rahma Jaya, Seruni Mumbul Village. Service quality in this
research is measured based on the five SERVQUAL dimensions, namely tangibles,
reliability, responsiveness, assurance, and empathy. The research method used is a
quantitative approach with an explanatory research design. The population in this
study consists of all customers of UD Rahma Jaya, totaling 45 respondents. The
sampling technique used is saturated sampling, in which all members of the
population are taken as the sample. Data were collected through questionnaires
using a Likert scale. Data analysis was conducted using simple linear regression
analysis with the assistance of SPSS software. Prior to analysis, the data were tested
for validity, reliability, and classical assumptions, including normality and
heteroscedasticity tests. The results of the study indicate that service quality has a
positive and significant effect on customer satisfaction at UD Rahma Jaya. This
implies that the better the service quality provided, the higher the level of customer
satisfaction. Therefore, UD Rahma Jaya is expected to continuously improve its
service quality across all dimensions in order to maintain and enhance customer

satisfaction.

Keywords: Service Quality, Customer Satisfaction, SERVQUAL
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