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RINGKASAN

PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN
KONSUMEN DI CAFE CETHE JEMBER; Petrus Dwi Setiawan, 090810201089;
2014; 113 Halaman; Jurusan Manajemen, Fakultas Ekonomi, Universitas Jember.

Penelitian ini adalah bertujuan untuk untuk mengetahui, menganalisis, dan
membuktikan pengaruh kualitas pelayanan yang terdiri dari variabel bukti fisik
(tangibles), kepedulian (empaty), daya tangap (responsiveness), jaminan (assurance),
dan keandalan (reliability) secara simultan dan parsial terhadap kepuasan konsumen
pada Cafe Cethe.

Rancangan penelitian ini menggunakan explanatory research, yaitu penelitian
yang menjelaskan hubungan kausal antara variabel-variabel melalui pengujian
hipotesa pada data yang sama. Penentuan sampel dalam penelitian ini menggunakan
metode purposive sampling, vyaitu sebanyak 50 responden. Analisis data yang
digunakan adalah analisis inferensial/statistik yaitu dengan menggunakan analisis
regresi linier berganda, uji F, uji t, dan uji efektivitas garis regresi.

Hasil penelitian menunjukkan bahwa Kualitas pelayanan yang terdiri bukti
fisik, empati, daya tanggap, jaminan, dan kehandalan secara bersama-sama
berpengaruh terhadap kepuasan konsumen sebesar 84,2%. Variabel Bukti Fisik
berpengaruh secara parsial terhadap kepuasan konsumen sebesar 13,0662%. Variabel
empati berpengaruh secara parsial terhadap kepuasan konsumen sebesar 13,0961%.
Variabel daya tanggap berpengaruh secara parsial terhadap kepuasan konsumen
sebesar 24,721%. Variabel jaminan berpengaruh secara parsial terhadap kepuasan
konsumen sebesar 13,4145%. Dan variabel kehandalan berpengaruh secara parsial

terhadap kepuasan konsumen sebesar 19,9545%.
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SUMMARY

EFFECT ON THE QUALITY OF CUSTOMER SATISFACTION IN CAFE
CETHE JEMBER; Petrus Dwi Setiawan, 090810201089; 2014; Page 113;
Department of Management, Faculty of Economics, University of Jember.

This study was aimed to determine, analyze, and prove the impact of service
quality consists of variable physical evidence (tangibles), awareness (empathy),
power tangap (responsiveness), guarantee (assurance), and reliability (reliability)
simultaneously and partially on consumer satisfaction at Cafe cethe .

The design of this study used an explanatory research, ie research that
explains the causal relationships between variables through hypothesis testing on the
same data. The samples in this study using purposive sampling method, as many as
50 respondents. Analysis of the data used is inferential analysis/statistics is by using
multiple linear regression analysis, F test, t test, and test the effectiveness of the
regression line.

The results showed that the quality of care consisting of physical evidence,
empathy, responsiveness, assurance, and reliability jointly affect the customer
satisfaction of 84,2%. Variable Physical Evidence partial effect on customer
satisfaction by 13,0662%. Variable empathy partial effect on customer satisfaction by
13,0961%. Variable responsiveness partial effect on customer satisfaction by
24,721%. Variable guarantee partial effect on customer satisfaction by 13,4145%.

And variable reliability partial effect on customer satisfaction by 19,9545% .
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