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ABSTRAK

Tujuan penelitian ini adalah untuk menganalisis Pengaruh Kualitas 
Layanan terhadap kepuasan konsumen rumah makan Bu Rudy di 
Dharmahusada Surabaya. Dan untuk mengetahui variabel mana yang paling 
mempengaruhi kepuasan konsumen tersebut. Data yang digunakan adalah data 
primer seperti hasil wawancara atau hasil pengisian kuesioner. Populasi penelitian 
ini adalah�kosumen�yang�membeli�dan�berkunjung�di�Rumah�makan�“Bu�Rudy”�di�
Dharmahusada Surabaya.. Sampel di ambil secara purposive sampling yaitu 
teknik pemilihan sekelompok subjek didasarkan atas ciri–ciri atau sifat–sifat yang 
dipandang mempunyai sangkut paut yang erat dengan populasi yang sudah 
diketahui sebelumnya sebanyak 80 responden. 

Uji Hipotesa dengan melakukan analisa regresi linier berganda, dengan 
persamaan sebagai berikut :

Y = - 0,926+ 0,115 X1 + 0,095 X2 + 0,117 X3 + 0,267 X4 + 0,120 X5 
Berdasarkan Hasil penelitian menunjukkan bahwa baik secara simultan 

maupun parsial variabel kualitas layanan yang meliputi : bukti fisik (tangibles), 
reliabilitas (reliability), daya tanggap (responsiveness),jaminan (assurance) dan
empati (emphaty) berpengaruh terhadap kepuasan konsumen rumah makan Bu 
Rudy di Dharmahusada Surabaya. Hal ini didukung dari hasil regresi 
menghasilkan nilai korelasi berganda (R) sebesar 0,755 yang berarti ada 
keterikatan erat antara kualitas layanan yang meliputi : bukti fisik (tangibles), 
reliabilitas (reliability), daya tanggap (responsiveness),jaminan (assurance) dan
empati (emphaty), dengan kepuasan konsumen rumah makan Bu Rudy di 
Dharmahusada Surabaya. Hasil regresi menunjukkan nilai koefisien determinasi 
berganda adalah sebesar 0,570 yang berarti bahwa kepuasan konsumen rumah 
makan Bu Rudy di Dharmahusada Surabaya dipengaruhi oleh kualitas layanan 
yang meliputi : bukti fisik (tangibles), reliabilitas (reliability), daya tanggap 
(responsiveness),jaminan (assurance) dan empati (emphaty) yaitu sebesar 57 %, 
sedangkan sisanya 43 % dipengaruhi oleh faktor lain di luar penelitian ini.

Kata Kunci : bukti fisik (tangibles), reliabilitas (reliability), daya tanggap 
(responsiveness), jaminan (assurance), empati (emphaty) dan Kepuasan 
Pelanggan
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ABSTRACT

The purpose of this study was to analyze the effect of service quality on 
customer satisfaction at Mrs. Rudy's restaurant in Dharmahusada Surabaya. And 
to find out which variables most influence customer satisfaction. The data used 
are primary data such as the results of interviews or the results of filling out 
questionnaires. The population of this research is consumers who buy and visit 
"Bu Rudy's" restaurant in Dharmahusada Surabaya .. The sample was taken by 
purposive sampling, namely the technique of selecting a group of subjects based 
on characteristics or characteristics that are seen as having a close relationship 
with the population previously known as 80 respondents.

Hypothesis Test by conducting multiple linear regression analysis, with 
the equation as follows:

Y = - 0,926+ 0,115 X1 + 0,095 X2 + 0,117 X3 + 0,267 X4 + 0,120 X5

Based on the results of the study, both simultaneous and partial service 
quality variables which include: tangibles, reliability, responsiveness, assurance 
and empathy have an effect on the satisfaction of Miss Rudy's restaurant 
customers. in Dharmahusada Surabaya. This is supported by the regression 
results resulting in multiple correlation (R) value of 0.755 which means there is a 
close attachment between service quality which includes: tangibles, reliability, 
responsiveness, assurance and empathy ( emphaty), with the satisfaction of Mrs. 
Rudy's restaurant customers in Dharmahusada Surabaya. The regression results 
show that the coefficient of multiple determination is 0.570 which means that the 
satisfaction of Bu Rudy's restaurant in Dharmahusada Surabaya is influenced by 
the quality of services that include: tangibles, reliability, responsiveness, 
assurance and empathy (empathy) which is equal to 57%, while the remaining 
43% is influenced by other factors outside of this study.

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

satisfaction


