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ABSTRAK 

 

Mochamad Raka Setiyawan, 201610215245, Pengaruh Kualitas Pelayanan 

terhadap Kepuasan Pelanggan End User dengan Metode Servqual (Service 

Quality) di PT. Lotte Shopping Indonesia Store 08 Bekasi 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan 

terhadap kepuasan pelanggan yang dilakukan di PT Lotte Shopping Indonesia Store 

08, Bekasi. Penelitian ini menggunakan metode deskriptif kuantitatif. Sampel yang 

digunakan dalam penelitian berjumlah 40 responden yang terdiri dari pelanggan 

(end user), adapun metode dalam pengambilan sampel menggunakan purposive 

sampling. Metode analisis data yang digunakan adalah dengan menggunakan uji 

validitas, uji reliabilitas, koefisien korelasi, koefisien determinasi, analisis regresi 

linear berganda, uji asumsi klasisk dan uji F. Melalui hasil pengujian jawaban 

responden didapat hasil sebesar 80,5% kepuasan pelanggan dipengaruhi oleh 

kualitas pelayanan, sedangkan sisanya sebesar 19,5% dipengaruhi oleh variabel lain 

yang tidak diteliti dalam penelitian ini. Kemudian melalui uji f diketahui bahwa 

kualitas pelayanan secara simultan berpengaruh positif dan signifikan terhadap 

kepuasan pelanggan. Hasil analisis regresi linear berganda menunjukan bahwa 

variabel bebas yakni reliability, emphaty, tangible, assurance dan responsiveness 

berpengaruh positif terhadap variabel terikat yakni kepuasan pelanggan. Dimana 

setiap kenaikan yang terjadi terhadap variabel bebas akan diikuti pula kenaikannya 

oleh variabel terikat. Selain itu dari hasil pengujian dapat dilihat bahwa variabel 

yang paling dominan mempengaruhi variabel terikat adalah Assurance dengan nilai 

koefisien sebesar 0,428 dan variabel responsiveness memilki pengaruh paling 

rendah terhadap kepuasan pelanggan dengan nilai koefisien sebesar 0,022. 

 

Kata Kunci : Kualitas Pelayanan, Kepuasan Pelanggan, Dimensi Kualitas 

Pelayanan 
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ABSTRACT 

 

Mochamad Raka Setiyawan, 201610215245, The Effect of Service Quality on 

End User Customer Satisfaction with the Servqual (Service Quality) Method at 

PT. Lotte Shopping Indonesia Store 08, Bekasi. 

 This study was made which aims to determine the effect of service quality 

on customer satisfaction. This research was conducted at PT Lotte Shopping 

Indonesia Store 08, Bekasi City. This research uses descriptive quantitative 

method. The sample used in the study amounted to 40 respondents consisting of 

customers (end users), while the method of sampling using purposive sampling. The 

data analysis method used is to use the validity test, reliability test, correlation 

coefficient, determination coefficient, multiple linear regression analysis, classical 

assumption test and F test. Through the test results, the respondents' answers 

obtained 80.5% of customer satisfaction is influenced by service quality. , while the 

remaining 19.5% is influenced by other variables not examined in this study. Then 

through the f test it is known that service quality simultaneously has a positive and 

significant effect on customer satisfaction. The results of multiple linear regression 

analysis show that the independent variables, namely reliability, empathy, tangible, 

assurance and responsiveness have a positive effect on the dependent variable, 

namely customer satisfaction. Where any increase that occurs in the independent 

variable will also be followed by an increase in the dependent variable. Apart from 

that, from the test results it can be seen that the most dominant variable affecting 

the dependent variable is Assurance with a coefficient value of 0.428 and the 

responsiveness variable has the lowest effect on customer satisfaction with a 

coefficient value of 0.022. 
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