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ANALISIS PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN
PELANGGAN TOKO PRIMA PRIMKOPAL JUANDA DI SIDOARJO

Oleh
YUANITA SINTAWATI IRIS
Progdi llmu Administrasi Bisnis, UPN Veteran Jawa Timur

ABSTRAK

Usaha dibidang koperasi simpan pinjam mengalami kemajuan yang sangat
pesat, sehingga mengakibatkan pelayanan terhadap pengguna jasa dalam
melakukan transaksi simpan pinjam sangat menentukan kemajuan.

Populasi yang digunakan dalam penelitian ini adalah anggota TNI,
Karyawan Primkopal, Pelajar, Ibu rumah tangga, dan pedagang kaki lima. Sampel
pada penelitian ini adalah sebanyak 97 responden. Teknik pernarikan sampel
menggunakan teknik nonprobability sampling dengan metode
accidentalsampling. Metode analisis yang digunakan adalah kuantitatif, yaitu uji
validitas dan uji reliabilitas, uji asumsi klasik, analisis regresi linier berganda,
koefisien determinasi, uji F dan uji t.

Berdasarkan hasil analisis menunjukkan bahwa : (1) Variabel Bukti Fisik
(Tangible), berpengaruh signifikan terhadap Kepuasan Pelanggan Toko Prima
Primkopal Juanda, hal tersebut ditunjukkan dari nilai thiung 4,424 > taber 1.986
dengan konstanta (o) =5% (0,05), (2) Variabel Daya Tanggap (Responsiveness)
berpengaruh secara signifikan terhadap Kepuasan Pelanggan Toko Prima
Primkopal Juanda, hal tersebut ditunjukkan dari nilai thitung 2,196 > traner 1.986
dengan konstanta (a)) =5% (0,05), (3) Bukti Fisik dan Daya Tanggap berpengaruh
signifikan terhadap Kepuasan Pelanggan Toko Prima Primkopal Juanda, hal
terebut ditunjukkan dari nilai Fhitung (26,259) > Franel (2,31) dengan konstanta (o)
=5% (0,05). Hasil analisis Koefisien determinasi diperoleh R? = 0,591 yang
berarti 59,10 %.

Kata kunci : BuktiFisik (Tangible), Empati (Emphaty), Kehandalan

(Reability), DayaTanggap  (Responsiveness), Jaminan
(Assurance) dan Kepuasan Pelanggan.

Xiv



ANALYSIS OF EFFECT OF QUALITY OF SERVICE TO CUSTOMER
SATISFACTION OF PRIMA PRIMA JUANDA PRIMA IN SIDOARJO

Oleh
YUANITA SINTAWATI IRIS
Progdi llmu Administrasi Bisnis, UPN Veteran Jawa Timur

ABSTRAK

Enterprises in the field of savings and credit cooperative progressed very

rapidly, thus resulting in service to users of services in making savings and loan
transactions are critical determines the progress.

The population used in this study were members of the TNI, Primkopal
Employees, Students, Housewives, and street vendors. The sample in this research
is as many as 97 respondents. Sampling technigue using non probability sampling
technique with accidentalsampling method. The method of analysis used is
quantitative, that is validity test and reliability test, classical assumption test,
multiple linear regression analysis, coefficient of determination, F test and t test.

Based on the result of analysis indicate that: (1) variable of physical
evidence (Tangible), have significant influence to Primokal Store Satisfaction of
Primkopal Juanda, it is shown from tcount 4,424> ttabel 1,986 with constant (a)) =
5% (0,05) (2) Responsiveness variable has significant influence to
PrimokalPrimanda Store Satisfaction, it is shown from tcount 2,196>ttable 1,986
with constant (a) = 5% (0,05), (3) Physical Evidence and Responsiveness has a
significant effect on the Primacy Primokal Store Customer Satisfaction, it is
shown from Fcount (26,259)>Ftable (2,31) with constant (o) = 5% (0,05). The
result of coefficient of determination obtained R2 = 0,591 which mean 59,10%.

Keywords : Tangible, Emphaty, Reability, Responsiveness, Assurance Of

Customer Satisfaction.
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