
 

v 
Universitas Kristen Maranatha 

ABSTRAK 

Peneliti tertarik untuk meneliti bagaimana pengaruh kualitas pelayanan dan 

kepuasan pelanggan, dengan melalui judul “ Pengaruh Kualitas Pelayanan terhadap Kepuasan 

Pelanggan (objek penelitian  Zen family & reflexology cabang Suria Sumantri Bandung). 

Objek penelitian ini adalah Zen family & reflexology  yang berlokasi di Jalan Surya 

Sumantri No.18, Sukagalih, Bandung, Kota Bandung, Jawa Barat. Peneliti menggunakan 

analisis dalam bentuk Causal Explanatory. Populasi dalam penelitian ini adalah masyarakat 

kota Bandung yang perah menggunakan jasa Zen family & reflexology cabang Suria 

Sumantri Bandung.Sampel dalam penelitian ini adalah Mahasiswa Fakutas Manajemen 

Universitas Kristen Maranatha yang pernah menggunakan jasa Zen family & reflexology 

cabang Suria Sumantri Bandung. 

Berdasarkan uji hipotesis, Tolak Ho dan terima H1, yang berarti bahwa Kualitas 

Pelayanan memiliki pengaruh terhadap Kepuasan Pelanggan. Didapat bahwa pengaruh dari 

Kualitas Pelayanan terhadap Kepuasan Pelanggan adalah sebesar 60.3%. Sub Variabel 

Bentuk fisik (tangible), Keandalan (reliability), dan Empati (emphaty) memiliki pengaruh 

secara parsial langsung secara parsial terhadap Kepuasan Pelanggan, sementara variabel 

Daya tanggap (responsive) dan Jaminan (assurance) diketahui tidak memiliki pengaruh 

terhadap Kepuasan Pelanggan.  
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ABSTRACT 

 

Researchers are interested in examining how the influence of service quality and 

customer satisfaction, through the title " The Influence of Service Quality on Customer 

Satisfaction (Zen family & reflexology research object Suria Sumantri Bandung branch). 

The object of this research is Zen family & reflexology, located at Jalan Surya 

Sumantri No.18, Sukagalih, Bandung, Bandung City, West Java. Researchers use analysis in 

the form of Causal Explanatory. The population in this study is the city of Bandung who have 

been dairy using the services of the Zen family & reflexology branch of Suria Sumantri 

Bandung.The sample in this study is the Faculty of Management Students of Maranatha 

Christian University who have used the services of the Zen family & reflexology branch of 

Suria Sumantri Bandung. 

Based on hypothesis testing, Reject Ho and accept H1, which means that Service 

Quality has an influence on Customer Satisfaction. It was found that the influence of Service 

Quality on Customer Satisfaction was 60.3%. Sub Variable Physical form (tangible), 

Reliability (reliability), and Empathy (Emphaty) have an influence on Customer Satisfaction, 

while the variable Responsiveness (responsive) and Guarantee (assurance) are known to 

have no effect on Customer Satisfaction. Researchers suggest to the Zen family & reflexology 

company Suria Sumantri Bandung branch to still be able to guarantee Service Quality, which 

in turn can guarantee Customer Satisfaction in the future. 
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