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ABSTRAK

Tujuan dari penelitian ini adalah untuk menguji pengaruh kualitas
pelayanan yang meliputi: bukti fisik (tangible), kehandalan (reliability), daya
tanggap (responsiveness), jaminan (assurance) dan perhatian (empathy) secara
simultan dan parsial terhadap kepuasan konsumen pengguna Bengkel Resmi
Auto2000 HR Muhammad di Surabaya. Variabel bebas dalam penelitian ini adalah
kualitas pelayanan yang meliputi: bukti fisik (tangible) (X1), kehandalan
(reliability) (X2), daya tanggap (responsiveness) (Xs), jaminan (assurance) (Xa),
perhatian (empathy) (Xs), dan variabel terikat adalah kepuasan konsumen ().
Populasi dalam penelitian ini adalah pelanggan yang melakukan servis di Bengkel
Resmi Auto2000 HR Muhammad di Surabaya, sampel yang digunakan dalam
penelitian ini adalah pelanggan yang telah berkunjung dan melakukan servis
minimal 2 kali dan berumur minimal 20 tahun. Ukuran sampel yang digunakan
adalah 100 orang. Penentuan sampel dilakukan dengan metode non probability
sampling (secara tidak acak) dengan prosedur purposive sampling. Uji hipotesa
menggunakan analisa regresi linier berganda.

Hasil dari uji reliabilitas dan validitas adalah semua variabel valid dan
reliabel. Dengan demikian hipotesis 1 diterima: “bahwa kualitas pelayanan yang
meliputi: bukti fisik (tangible), kehandalan (reliability), daya tanggap
(responsiveness), jaminan (assurance) dan perhatian (empathy) secara simultan
berpengaruh signifikan terhadap kepuasan konsumen pengguna Bengkel Resmi
Auto2000 HR Muhammad di Surabaya”.

Hasil dari uji t adalah hanya empat variabel yang signifikan yaitu bukti fisik
(tangible) (X1), kehandalan (reliability) (X2), daya tanggap (responsiveness) (Xs),
dan jaminan (assurance) (X4) sedangkan satu variabel yaitu perhatian (empathy)
(Xs) tidak signifikan. Dengan demikian hipotesis 2 ditolak: “bahwa kualitas
pelayanan yang meliputi: bukti fisik (tangible), kehandalan (reliability), daya
tanggap (responsiveness), jaminan (assurance) dan perhatian (empathy) secara
parsial berpengaruh signifikan terhadap kepuasan konsumen pengguna Bengkel
Resmi Auto2000 HR Muhammad di Surabaya”.

Kata kunci: kualitas pelayanan yang meliputi: bukti fisik (tangible), kehandalan
(reliability), daya tanggap (responsiveness), jaminan (assurance), perhatian
(empathy), dan kepuasan konsumen.
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ABSTRACT

The purpose of this research is to examine the influence of service quality
which includes: tangible, reliability, responsiveness, assurance, and empathy
simultaneously and partially to the customer satisfaction of users Auto2000
Authorized Workshop HR Muhammad in Surabaya. The independent variables in
this research are service quality which includes: tangible (X1), reliability (X2),
responsiveness (X3), assurance (Xs), empathy (Xs), and the dependent variable is
customer satisfaction (Y). The population of this research is customers who served
in Auto2000 Authorized Workshop HR Muhammad in Surabaya, the samples used
in this research were customers who had visited and served at least 2 times and
were age at least 20 years old. The sample size used is 100 people. Determination
of the sample is use by non probability sampling method (not randomly) with
purposive sampling procedure. Test hypothesis using multiple linear regression
analysis.

The results of the reliability and validity tests are all valid and reliable
variables. Thus hypothesis 1 is accepted: "that service quality which includes:
tangible, reliability, responsiveness, assurance and empathy simultaneously has a
significant effect on customer satisfaction of users Auto2000 Authorized Workshop
HR Muhammad in Surabaya ".

The results of the t test are only four significant variables that is a tangible
(X1), reliability (X2), responsiveness (X3), and assurance (X4) while one variable is
empathy (Xs) is not significant. Thus hypothesis 2 is rejected: "that service quality
which includes: tangible, reliability, responsiveness, assurance and empathy
partially has a significant effect on customer satisfaction of users Auto2000 Official
Workshop HR Muhammad in Surabaya .

Keywords: service quality which includes: tangible, reliability, responsiveness,
assurance, empathy, and customer satisfaction.
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