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ABSTRAK

Rumah Makan Sirait merupakan makanan cepat saji milik Bapak Sirait
dan istrinya Lisbet Sidabutar yang menyajikan makanan khas Sumatra Utara.
Berlokasi di JI. Kemuning Raya No0.30 Bekasi dan beroperasi sejak awal 2013
sampai sekarang. Kepuasan konsumen adalah perasaan suka atau tidak sukanya
seseorang setelah membandingkannya dengan keinginannya. Selain dari faktor
kualitas produk, emosional, harga dan biaya, faktor lain yang mempengaruhi
kepuasan konsumen adalah kualitas pelayanan. Penelitian ini bertujuan untuk
mengetahui pengaruh kualitas pelayanan konsumen yang terdiri dari bukti fisik
(tangibles), kehandalan (reliability), daya tanggap (responsiveness), jaminan
(Asurance), empati (empathy) terhadap kepuasan konsumen Rumah Makan Sirait.

linier berganda. Pengolahangga akan SPSS wversi 17.00. Dengan
penarikan sampel sebanyaks1( an. Pe
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ABSTRACT

Rumah Makan Sirait is fast-food restaurants owned by Mr. Sirait and his
wife Lisbet Sidabutar which serves specialities of North sumatra. The restaurant is
located on JL. Kemuning raya Bekasi and no. 30 operational since the beginning
of 2013. Consumer satisfaction is a feeling like it or not liked a person after
comparing it to his desire. Apart from product quality, emotional factors, prices
and costs, other factors affecting consumer satisfaction is the quality of service.
This research aims to know the influence of the quality of customer service that
consists of physical evidence (tangibles), reliability (reliability), responsiveness
(responsiveness), guarantees (Asurance), empathy (empathy) towards consumer
satisfaction Rumah Makan Sirait. The research is qualitative and quantitative
analysis and multiple linear regression. MW/ith the withdrawal of as many as 100
samples of respondents. Testing showedsthat the five free variables have an
influence as much as 88% againstyc@nstmer satisfaction Diner Sirait.

Keyword: customer satisfagtion, guality ef servica (physical evidence, reliability,
responsiveness, assurancg; empathy)
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