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ABSTRAK

Ratna Yupriyanto. NIM 2412008131. Pengaruh kualitas pelayanan dan fasilitas
terhadap kepuasan pelanggan di PT. Nayaka Era Husada.

Tujuan dari penelitian ini adalah untuk mengetahui dan menganalisis
Pengaruh kualitas pelayanan dan fasilitas terhadap kepuasan pelanggan di PT.
Nayaka Era Husada. Jenis penelitian yang digunakan adalah penelitian penjelasan
(explanatory) dengan metode penelitian berupa pengumpulan data menggunakan
kuesioner. Model analisis data yang digunakan adalah analisis regresi linier
berganda. Pemilihan sampel dilakukan dengan cara Accidental Sampling. Adapun
sampel tersebut berjumlah 100 responden, dengan menggunakan analisis linier
berganda.

Hasil uji koefisien determinasi menunjukkan bahwa 62,6 % faktor-faktor
kepuasan pelanggan dapat dijelaskan oleh kualitas pelayanan dan fasilitas
sedangkan sisanya 37,4 % dijelaskan oleh faktor lain yang tidak diteliti dalam
penelitian ini. Sedangkan hasil uji F menunjukkan bahwa secara simultan variabel
kualitas pelayanan dan fasilitas secara serempak berpengaruh positif dan signifikan
terhadap kepuasan pelanggan dengan hasil analisis yaitu nilai Fhitung (83,852) >
Ftabel (3,090). Hasil uji t menunjukkan bahwa variabel kualitas pelayanan
menunjukkan hasil thitung (9,754), variabel fasilitas menunjukkan hasil analisis
thitung (3.554), dimana tne (1.98397) maka secara parsial kedua variabel tersebut
berpengaruh dan signifikan terhadap kepuasan pelanggan. Variabel yang dominan
mempengaruhi kepuasan pelanggan adalah kualitas pelayanan.

Kata Kunci : Kualitas Pelayanan, Fasilitas, Kepuasan Pelanggan



ABSTRACT

Ratna Yupriyanto. NIM 2412008131. The Influence Of Service Quality And
Facilities On Customer Satisfaction at PT. Nayaka Era Husada.

The purpose of this study is to find out and analyze the influence of service and
facility quality on customer satisfaction at PT. Nayaka Era Husada. The type of
research used is explanatory research with a research method in the form of data
collection using questionnaires. The data analysis model used is multiple linear
regression analysis. Sample selection was carried out by Accidental Sampling. The
sample amounted to 100 respondents, using multiple linear analysis.

The results of the Coefficient of Determination test showed that 62.6% of customer
satisfaction factors could be explained by the quality of service and facilities while
the remaining 37.4% were explained by other factors that were not examined in this
study. Meanwhile, the results of the F test showed that simultaneously the variables
of service quality and facilities simultaneously had a positive and significant effect
on customer satisfaction with the results of the analysis, namely the value of Fcal
(83.852) > Ftabel (3.090). The results of the t-test showed that the service quality
variable showed the results of tcount (9.754), the facility variable showed the results
of tcount analysis (3.554), where ttable (1.98397), so partially the two variables had
and significant effect on the Customer Satisfaction. The dominant variable affecting
customer satisfaction is service quality.

Keywords: Service Quality, Facilities, Customer Satisfaction
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