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ABSTRAK 

Penelitian ini bertujuan untuk menjelaskan pengaruh dari dimensi pada kualitas 

layanan jasa terhadap kepuasan konsumen (customer satisfaction) di Auto2000 

Pasteur Bandung dan menjelaskan faktor yang paling dominan mempengaruhi 

kepuasan konsumen di Auto2000 Pasteur Bandung. Hasil penelitian ini menemukan 

bahwa kualitas layanan pada dimensi tangibles, reliability, responsiveness, 

assurance dan empathy secara simultan berpengaruh terhadap kepuasan konsumen di 

Auto2000 Pasteur Bandung. Variabel tangibles, reliability, responsiveness dan 

empathy memiliki pengaruh secara signifikan terhadap kepuasan konsumen. Namun 

assurance tidak memiliki pengaruh terhadap kepuasan konsumen di Auto2000 

Pasteur Bandung. 

Kata kunci: Kualitas Layanan, Kepuasan Konsumen, Auto2000. 
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ABSTRACT 

This research aim to explain the influence from dimension of service quality to 

customer satisfaction in Auto2000 Pasteur Bandung and explain the most dominant 

factor influence the customer satisfaction in Auto2000 Pasteur Bandung. Result of 

this research is guest that service quality at dimension tangibles, reliability, 

responsiveness, assurance and empathy by simultaneous have an effect on to 

customer satisfaction in Auto2000 Pasteur Bandung. Tangibles, reliability, 

responsiveness, and empathy variables have effect positive and significant to 

customer satisfaction. But assurance do not have the influence to customer 

satisfaction in Auto2000 Pasteur Bandung. 

Key words: Service Quality, Customer Satisfaction, Auto2000. 
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