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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh dimensi kualitas pelayanan
terhadap kepuasan pelanggan di Cafe Pisang RS PHC Surabaya Dimensi kualitas
pelayanan terdiri dari lima variabel: bukti fisik, keandalan, daya tanggap, jaminan,
dan empati, yang dihipotesiskan mempengaruhi kepuasan pelanggan. Pemilihan
sampel dalam penelitian ini menggunakan metode purposive sampling, dengan
kriteria responden berusia di atas 17 tahun dan pernah melakukan pembelian di
Cafe Pisang RS PHC Surabaya, dengan jumlah sampel sebanyak 100 responden.
Penelitian ini dilakukan menggunakan metode kuantitatif, dengan teknik analisis
regresi berganda, dan pengujian hipotesis menggunakan t-test dan koefisien
determinasi. Hasil penelitian menunjukkan bahwa bukti fisik, keandalan, daya
tanggap, jaminan, dan empati secara signifikan mempengaruhi kepuasan pelanggan
di Cafe Pisang RS PHC Surabaya

Kata kunci: Kualitas Pelayanan, Bukti Fisik, Keandalan, Daya Tanggap,
Jaminan, Empati, Kepuasan Pelanggan.



ABSTRACT

This research aims to determine the influence of service quality dimensions on
customer satisfaction at Cafe Pisang RS PHC Surabaya. Service quality dimensions
consist of five variables: physical evidence, reliability, responsiveness, assurance,
and empathy, which are hypothesized to influence customer satisfaction. The
sample selection in this study used a purposive sampling method, with the criteria
being that respondents were over 17 years old and had made purchases at the
Pisang Cafe, PHC Hospital Surabaya, with a total sample of 100 respondents. This
research was conducted using quantitative methods, with multiple regression
analysis techniques, and hypothesis testing using the t-test and coefficient of
determination. The research results show that physical evidence, reliability,
responsiveness, assurance, and empathy significantly influence customer
satisfaction at Cafe Pisang RS PHC Surabaya

Keywords: Service Quality, Tangible, Reliability, Responsiveness, Assurance,
Empathy, Customer Satisfaction.






