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INTISARI

Tujuan penelitian ini adalah menguji pengaruh kualitas pelayanan yang
meliputi Tangibles, Reliability, Responsiveness, Assurance dan Emphaty terhadap
kepuasan konsumen. Obyek Penelitian ini adalah Rumah Makan Yogya Chicken
yang beralamat di Jl.Ibu Ruswo No. 86. Sedangkan subyek penelitiannya adalah
para konsumen yang melakukan pembelian makanan di Yogya Chicken.

Penelitian ini menggunakan teknik pengambilan sampel convenience
sampling yaitu pengambilan sampel atas dasar kemudahan dan purposive sampling
dengan kriteria yaitu konsumen yang telah melakukan pembelian lebih dari 2 (dua)
kali, karena dianggap konsumen telah dapat melakukan evaluasi terhadap pelayanan
yang diberikan oleh Yogya Chicken mengenai kualitas pelayanan dan kepuasan
konsumen. Alat analisis yang digunakan regresi berganda dan menggunakan uji F
dan uji t.

Hasil penelitian menunjukkan secara serentak kualitas pelayanan yang
meliputi Tangibles, Reliability, Responsiveness, Assurance dan Emphaty
berpengaruh terhadap kepuasan konsumen. Sedngkan secara parsial Tangibles tidak
berpengaruh terhadap kepuasan konsumen, sedangkan Reliability, Responsiveness,
Assurance dan Emphaty berpengaruh terhadap kepuasan konsumen.

Kata kunci: Tangibles, Reliability, Responsiveness, Assurance, Emphaty kepuasan konsumen



ABSTRACT

The purpose of this study is to examine the influence of tangibles, reliability,
responsiveness, assurance and emphaty to consumer satisfaction. The object of this
research is Yogya Chicken Restaurant is located at Jl.Ibu Ruswo No. While the subjects of
the study is the consumers who make purchases of food in Yogya Chicken .

This research used convenience sampling technique that is taking sampling base on
convenience and purposive sampling technique of sampling with the criteria that
consumers who had purchased more than 2 (two) times, because consumer has evaluated
to service of Yogya Chicken Restaurant that given about service quality and consumer
satisfaction. This research used multiple regression analysis, F test and T test.

The results showed as simultan service quality that is tangibles, reliability,
responsiveness, assurance and emphaty has a direct influence on consumer satisfaction.
And than as parsial tangibles has no influence to consumer satisfaction.

and reliability, responsiveness, assurance and emphaty as parsial have influence to
consumer satisfaction

Keywords: tangibles, reliability, responsiveness, assurance and emphaty, consumer
satisfaction.
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