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ABSTRACT

This research analysis “The Influence of Service Quality (SER VOUAL)
Dimensions on Customer Satisfaction and The Influence of Customer Satisfaction
on Customer Loyalty in the saving-borrowing unit of Karya Bakti Indonesian
Public Servant Cooperatives (KOPPRI) in Kabupaten Bantul. The service guality
(SERVQUAL) dimensions utilised are tangibles, reliability, responsiveness,
assurance, and empathy. The customer satisfaction basically is the degree of
perception where by a customer concludes a comparison between the realised
performance of products or services and the expected performance. Meanwhile,
the customer loyalty is generally defined as the loyalty of somebody towards a
certain produci, either goods or services, and can be measured by her willingness
to repeatedly purchase and her willingness to recommend the product to other
people. In this thesis, six hypothesis are examined. The main objective of this
study is to examine the influence of service quality (SERVQUAL) dimensions on
customer satisfaction and also examine the influence of customer satisfaction on
customer loyalty.

Subjects in the study reached 196 respondents whose samples are
determined by using purposive sampling. Researcher tests the influence of service
quality (SERVQUAL) dimensions on customer satisfaction and the influence of
customer satisfaction on customer loyalty by employing the multiple linier
regression method to examine the first to the fifth hypothesis, while simple linier
regression approach is used for examining the sixth hypothesis.

The findings indicated that service quality (SERVOUAL) dimensions —
either tangibles, reliability, responsiveness, assurance, or empathy — significantly
influence the customer satisfaction, meaning that the quality dimensions —
tangibles, reliability, responsiveness, assurance, and empathy — in KOPPRI
Karya Bakti will be able to enhance the customer satisfaction. Subsequently, the
customer satisfaction also poses a significant influence on the customer loyalty,
showing that the satisfaction enjoyed by the customers of KOPPRI Karya Bakti
will boost their loyalty.
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INTISARI

Pada tesis ini penulis meneliti tentang “Pengaruh Dimensi Kualitas
Pelayanan (SERVQUAL) Terhadap Kepuasan Konsumen dan Pengaruh Kepuasan
Konsumen Terhadap Loyalitas Konsumen pada Anggota Koperasi Pegawai
Republik Indonesia (KOPPRI) Karya Bakti Kabupaten Bantul Unit |Slmpan
Pinjam”. Dimensi Kualitas Pelayanan (SERVQUAL) yang dlgunakan yaitu
tangibles, reliability, responsiveness, assurance dan empathy. Kepuasan
konsumen merupakan tingkat perasaan dimana sescorang menyataka'n hasil
perbandingan atas kinerja produkfjasa yang diterima dan yang dlharapkan
Sedangkan loyalitas konsumen secara umum dapat diartikan kesetiaan seseorang
atas suatu produk, baik barang maupun jasa tertentu, dan dapat diukur berdasarkan
kemauan untuk membeli ulang dan kemauan untuk merekomendasikan.| Dalam
tesis ini terdapat enam hipotesis. Penelitian ini bertujuan untuk menguji pengaruh
Dimensi Kualitas Pelayanan (SERVQUAL) pada Kepuasan Konsumen dan untuk
menguji pengaruh Kepuasan Konsumen pada Loyalitas Konsumen.

Subjek dalam penelitian ini sebanyak 196 responden, yang penentuan
sampelnya dengan purposive sampling. Penulis meneliti pengaruh Dimensi
Kualitas Pelayanan (SERVQUAL) Terhadap Kepuasan Konsumen dan Pengaruh
Kepuasan Konsumen Terhadap Loyalitas Konsumen dengan menggunakan model
regresi, yaitu analisis regresi linier berganda untuk hipotesis pertama sampai
dengan hipotesis kelima, sedangkan analisis regresi linier sederhana untuk
hipotesis keenam.

Hasil Penelitian menunjukkan bahwa dimensi kualitas pelayanan
(SERVQUAL) baik tangibles, reliability, responsiveness, assurance maupun
empathy berpengaruh secara signifikan terhadap kepuasan konsumen artinya
dimensi kualitas baik tangibles, reliability, responsiveness, assurance dan
empathy yang terdapat pada KOPPRI Karya Bakti akan dapat meningkatkan
kepuasan konsumen. Sedangkan Kepuasan Konsumen juga berpengaruh secara
signifikan terhadap loyalitas konsumen artinya kepuasan yang diterima oleh
konsumen terhadap KOPPRI Karya Bakti dapat membuat konsumen loyal.
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