ABSTRACT

Quality and customer satisfaction as a guide for everyone connected with the
ministry study aims to assess user satisfaction and find a car rental service at PT.
Citra Bella Sarana and to assess and determine the effect of service quality to
customer satisfaction car rental service users at PT. Citra Bella Sarana.

The research method used in this study include the type of causal research is
research conducted to identify the causal relationships between variables using
multiple linear regression analysis, with the tool uses the questionnaire to the
customer object of PT. Citra Bella Sarana.

Conclusions derived from research results based on the responses of
respondents to the dimension of service quality of tangibles, reliability,
responsiveness, assurance and car rental services emphaty at PT. Citra Bella Sarana
viewed from an average overall reliability dimension has a response that satisfied
customers at large. Dimensions of service quality, namely tangibles, reliability,
responsiveness, assurance and emphaty significant effect on customer satisfaction
simultaneously by 81.4% and the rest is influenced by other factors, while only
partially influenced by tangibles, responsiveness, and emphaty.

Keyword: Service Quality, Customer Satisfaction, Multiple Linear Regression
Analysis, Car Rental Services, Simultaneous effect, partial effect.
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ABSTRAK

Kualitas dan kepuasan pelanggan menjadi pedoman bagi setiap orang yang
berhubungan dengan pelayanan Penelitian ini bertujuan untuk mengkaji dan
mengetahui kepuasan pelanggan pengguna jasa rental mobil pada PT. Citra Bella
Sarana, dan untuk mengkaji dan mengetahui pengaruh kualitas pelayanan terhadap
kepuasan pelanggan pengguna jasa rental mobil pada PT. Citra Bella Sarana.

Metode penelitian yang digunakan pada penelitian ini termasuk jenis
penelitian kausal yaitu riset yang dilakukan untuk mengidentifikasi hubungan sebab-
akibat antara variabel dengan menggunakan analisis regresi linier berganda, dengan
alat bantu kuesioner mempergunakan objek pelanggan pada PT. Citra Bella Sarana.

Kesimpulan yang diperoleh dari hasil penelitian berdasarkan tanggapan
responden terhadap dimensi kualitas pelayanan vyaitu tangibles, reliability,
responsiveness, assurance dan emphaty pada jasa rental mobil PT. Citra Bella Sarana
Bandung dilihat dari rata-rata secara keseluruhan bahwa dimensi reliability memiliki
tanggapan pelanggan yang merasa puas paling besar. Dimensi-dimensi kualitas
pelayanan yaitu tangibles, reliability, responsiveness, assurance dan emphaty
berpengaruh signifikan secara simultan terhadap kepuasan pelanggan sebesar 81,4%
dan sisanya dipengaruhi oleh faktor lain, sedangkan secara parsial hanya dipengaruhi
oleh tangibles, responsiveness, dan emphaty.

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Analisis Regresi Linier
Berganda, Jasa Rental Mobil, Pengaruh Simultan, Pengaruh Parsial.
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