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ABSTRAK 

 

Rumah kos me$rupakan usaha jasa ke$cil dan me$ne$ngah yang me$nye$diakan 

pe$nye$waan kamar yang me$njadi pilihan me$narik bagi para pe$ngusaha kare$na 

dianggap se$bagai inve$stasi yang se$de$rhana dan me$njanjikan jika dike$lola de$ngan 

baik. Pe$rmintaan akan te$mpat tinggal se$me$ntara te$rus me$ningkat, te$rutama bagi 

me$re$ka yang me$rantau atau me$miliki rutinitas yang jauh dari te$mpat tinggalnya. 

Pe$ne$litian ini be$rtujuan untuk me$nge$valuasi pe$ngaruh variabe$l-variabe$l se$pe$rti 

daya tanggap, kompe$te$nsi, komunikasi, kre$dibilitas, ke$amanan, pe$mahaman, dan 

be$rwujud te$rhadap ke$puasan konsume$n pada rumah kos di Ke$camatan Rungkut, 

Kota Surabaya. Subje$k pe$ne$litian adalah pe$nghuni rumah kos di dae$rah te$rse$but, 

de$ngan sampe$l yang diambil me$nggunakan me$tode$ purposive$ sampling untuk 

e$fisie$nsi waktu dan biaya. Data dikumpulkan me$lalui kue$sione$r de$ngan 

me$nggunakan me$tode$ Partial Le$ast Square$ Strucutral E$quation Mode$l (PLS-

SE$M). Hasil pe$ne$litian me$nunjukkan bahwa se$jumlah variabe$l se$pe$rti daya 

tanggap, kompe$te$nsi, komunikasi, kre$dibilitas, ke$amanan, pe$mahaman, dan 

be$rwujud be$rpe$ngaruh positif signifikan te$rhadap ke$puasan pe$langgan, baik untuk 

pria, wanita, maupun se$luruh re$sponde$n. Di sisi lain, ke$handalan, akse$s, dan 

ke$sopanan tidak be$rpe$ngaruh se$cara signifikan te$rhadap ke$puasan pe$langgan. 

Se$lain itu, tingkat ke$puasan pe$langgan juga te$rbukti me$miliki pe$ngaruh ne$gatif 

yang signifikan te$rhadap inte$nsitas be$rpindah. 
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ABSTRACT 

 

Boarding house$s are$ small and me$dium se$rvice$ busine$sse$s that provide$ room 

re$ntals, which are$ an attractive$ choice$ for e$ntre$pre$ne$urs be$cause$ the$y are$ 

conside$re$d a simple$ and promising inve$stme$nt if manage$d we$ll. The$ de$mand for 

te$mporary housing continue$s to incre$ase$, e$spe$cially for those$ who migrate$ or have$ 

routine$s far from whe$re$ the$y live$. This re$se$arch aims to e$valuate$ the$ influe$nce$ of 

variable$s such as re$sponsive$ne$ss, compe$te$nce$, communication, cre$dibility, 

se$curity, unde$rstanding, and tangible$s on custome$r satisfaction in boarding house$s 

in Rungkut District, Surabaya City. The$ re$se$arch subje$cts we$re$ boarding house$ 

re$side$nt in the$ are$a, with sample$s take$n using a purposive$ sampling me$thod for 

time$ and cost e$fficie$ncy. Data was colle$cte$d through a que$stionnaire$ using the$ 

Partial Le$ast Square$ Strucutral E$quation Mode$l (PLS-SE$M) me$thod. The$ re$se$arch 

re$sults show that a numbe$r of variable$s such as re$sponsive$ne$ss, compe$te$nce$, 

communication, cre$dibility, se$curity, unde$rstanding, and tangible$s have$ a 

significant positive$ e$ffe$ct on custome$r satisfaction, both for me$n, wome$n and all 

re$sponde$nts. On the$ othe$r hand, re$liability, acce$ss, and courte$sy do not 

significantly influe$nce$ custome$r satisfaction. Apart from that, the$ le$ve$l of custome$r 

satisfaction has also be$e$n prove$n to have$ a significant ne$gative$ impact on 

switching inte$ntion.\


