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ABSTRAK 

 

Peneliti tertarik untuk meneliti bagaimana pengaruh kualitas layanan pada 

kepuasan pelanggan, dengan menyusun judul “Pengaruh Kualitas Layanan Pada 

Kepuasan Pelanggan (objek penelitian Yogya Riau Junction)”.  

Penelitian ini dilaksanakan dengan menggunakan non-probability sampling 

(penarikan sampel secara tidak acak) dengan teknik pengambilan sampelnya yaitu 

purposive sampling.  Jumlah sampel responden adalah 180 konsumen Yogya Riau 

Junction di kota Bandung. Metode pengumpulan data yang digunakan yaitu metode 

survey menggunakan alat bantu kuesioner.  

Untuk Uji Hipotesis 1, didapatkan nila F hitung sebesar 156.966, dan nilai 

signifikansi sebesar 0.000.  Dengan demikian, didapat bahwa nilai F hitung 

(156.966) lebih besar dari nilai F tabel (2.420).  Selain itu, didapatkan nilai 

signifikansi sebesar 0.000, yang berarti signifikan < 0.05, maka hipotesis nol (H0) 

ditolak dan hipotesis alternative (Ha) diterima.  Dengan demikian, Kualitas 

Layanan berpengaruh terhadap Kepuasan Konsumen.  Didapat bahwa pengaruh 

secara bersama-sama antara variabel-variabel Kualitas Layanan (Keandalan (X1), 

Bukti fisik (X2), Daya tangkap (X3), Jaminan (X4), dan Empati (X5)) terhadap 

Kepuasan pelanggan adalah sebsar 81.3%.  sementara, sebanyak 18.7% dipengaruhi 

oleh variabel lain yang tidak diukur dalam penelitian ini.  Berdasarkan saran, 

perusahaan Yogya Junction Riau diharapan dapat meningkatkan Kualitas Layanan, 

dengan sasaran untuk dapat meningkatkan Kepuasan Konsumen. 
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ABSTRACT 

 

The researcher is interested in examining how the influence of service 

quality on customer satisfaction, by compiling the title "Effect of Service Quality on 

Customer Satisfaction (the object of Yogya Riau Junction research)". 

This research was conducted using non-probability sampling (sampling 

is not random) with the sampling technique that is purposive sampling. The sample 

of respondents was 180 Yogya Riau Junction consumers in the city of Bandung. The 

data collection method used is the survey method using a questionnaire tool. 

To Test Hypothesis 1, the value of F count is 156.966, and the 

significance value is 0.000. Thus, it is obtained that the value of F count (156,966) 

is greater than the value of F table (2,420). In addition, the significance value is 

0.000, which means significant <0.05, then the null hypothesis (H0) is rejected and 

the alternative hypothesis (Ha) is accepted. Thus, Service Quality has an effect on 

Consumer Satisfaction. It was found that the influence jointly between Service 

Quality variables (Reliability (X1), Physical Evidence (X2), Capability (X3), 

Assurance (X4), and Empathy (X5)) on customer satisfaction was 81.3%. while, as 

many as 18.7% are influenced by other variables not measured in this study. Based 

on suggestions, the Yogya Junction Riau company is expected to be able to improve 

Service Quality, with the aim of being able to increase Consumer Satisfaction. 
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