ABSTRACT

There are five the dimensions of the service can evaluate a service quality: tangible,
reliability, responsiveness, assurance, and emphaty. Those five dimensions were used
by a restaurant for the implementation of the fulfillment of the needs of products and
services for consumer to consumers feel satisfied to the performance of the
restaurant. This research is aim to analyze the quality of the services and the level of
customer satisfaction in a Restaurant Waroeng Ethnic, as well as to the improvement
of the quality of service in the future. Furthermore, to know the whereabouts X
variable influence towards Y variable on the Restaurant Waroeng Ethnic and
knowing which dimensions is the most affect customer satisfaction in Restaurant
Waroeng Ethnic. The number of sample used is 150 people. Samples to be taken by
using the method purposive of sampling and convenience of sampling. This research
using a method of multiple linear regression. Of the five dimensions that are tested,
there are three dimensions have an effect on consumer satisfaction , i.e. the
dimension of reliability, assurance, and emphaty. The dimensions that has an effect
that is dominant is a dimension emphaty.

Keywords : Service Quality Dimensions, Tangible, Reliability, Responsiveness,
Assurance, and Emphaty, Customer Satisfaction
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ABSTRAK

Terdapat lima dimensi pelayanan yang dapat menilai suatu kualitas pelayanan yaitu
tangible, reliability, responsiveness, assurance, dan emphaty. Kelimanya digunakan
oleh sebuah restoran untuk pelaksanaan pemenuhan kebutuhan produk dan jasa bagi
konsumen agar konsumen merasa puas terhadap kinerja restoran. Penelitian ini
ditunjukkan untuk menganalisis kualitas pelayanan dan tingkat kepuasan konsumen
di Restoran Waroeng Ethnic, serta untuk perbaikan kualitas pelayanan di masa
datang. Selanjutnya, untuk mengetahui ada tidaknya pengaruh variabel X terhadap
variabel Y pada Restoran Waroeng Ethnic dan mengetahui dimensi mana yang
paling memengaruhi kepuasan konsumen Restoran Waroeng Ethnic. Jumlah sampel
yang digunakan adalah 150 orang. Sampel yang diambil dengan menggunakan
metode purposive sampling dan convenience sampling. Penelitian ini menggunakan
metode regresi linier berganda. Hasil penelitian menunjukkan kualitas pelayanan
berpengaruh positif terhadap kepuasan konsumen. Dari kelima dimensi yang diuji,
tiga diantaranya berpengaruh terhadap kepuasan konsumen, yaitu dimensi reliability,
assurance, dan emphaty. Adapun dimensi yang memiliki pengaruh yang dominan
adalah dimensi emphaty.

Kata Kunci : Dimensi Kualitas Pelayanan,Tangible, Realiability, Responsiveness,
Assurance, dan Emphaty, Kepuasan Konsumen
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