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ANALISIS PENGARUH KUALITAS PELAYANAN TERHADAP
KEPUASAN PELANGGAN PADA BEBEK DOWER RESTO
PLAZA FESTIVAL

Ira Noviyanti

ABSTRAK

Sebagai pusat bisnis, Jakarta terkena dampak dari fenomena semakin
menjamurnya bisnis usaha restoran. Bagi perusahaan yang bergerak dibidang
kuliner, kualitas layanan dan kepuasan pelanggan merupakan suatu hal yang
penting. Kualitas layanan yang baik dalam suatu perusahaan akan memberikan
rasa puas kepada pelanggan dan dapat mempertahankan pelanggan.

Penelitian ini bertujuan untuk mengetahui seberapa besar pengaruh kualitas
pelayanan terhadap kepuasan pelanggan Bebek Dower Resto Plaza Festival dan
mengetahui diantara variabel servqual (Tangible, Reliability, Empathy,
Responsiveness, Assurance) mana yang paling berpengaruh terhadap kepuasan
pelanggan Bebek Dower Resto Plaza Festival. Sampel pada penelitian ini
berjumlah 140 responden yang telah mengunjungi Bebek Dower Resto Plaza
Festival minimal dua kali. Hasil penelitian menunjukkan bahwa kualitas
pelayanan yakni reliability(X1), empathy(X5), tangible(X3), responsiveness(Xs)
dan assurance(Xs) secara bersama-sama memiliki pengaruh yang signifikan
terhadap kepuasan pelanggan. Dari lima variabel yang mempengaruhi kepuasan
pelanggan Bebek Dower Resto Plaza Festival, variabel yang paling dominan
adalah variabel Responsiveness (Daya Tanggap) dengan koefisien regresi sebesar
0,920. Nilai Adjusted R Square diperoleh sebesar 60,0%. Hal ini berarti bahwa
60,0% kepuasan pelanggan dipengaruhi oleh variabel kualitas pelayanan yakni
reliability, empathy, tangible, responsiveness, dan assurance.

Kata Kunci: Kepuasan pelanggan, kualitas pelayanan, servqual
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THE INFLUENCE OF SERVICE QUALITY ANALYSIS
TOWARDS CUSTOMER SATISFACTION ON BEBEK
DOWER RESTO FESTIVAL PLAZA

Ira Noviyanti

ABSTRACT

As a business center, Jakarta is affected by the phenomenon of rising restaurant
business. For the companies engaged in culinary business, service quality and
customer satisfaction are important. A good quality of service in a company
would give a sense of satisfaction to the customers and could retain customers.
This research aims to figure out the extent of the influence of service quality
towards customer satisfaction and to know among the servqual variables
(Tangible, Reliability, Empathy, Responsiveness, Assurance) where the most
influential towards customer satisfaction on Bebek Dower Resto Festival Plaza.
The samples in this research amounted 140 respondents who have visited Bebek
Dower Resto Festival Plaza at least twice. The results show that the service
quality consist of Reliability (X1), Empathy (X2), Tangible (X3), Responsiveness
(X4), and Assurance (X5) together have significant influence towards customer
satisfaction. From five variables that influence customer satisfaction of Bebek
Dower Resto Festival Plaza, the most dominant variable is Responsiveness
variable with regression coefficient 0,920. Adjusted R Square value obtained
60,0%. This means, the 60,0% customer satisfaction is affected by the variable of
service quality that are reliability, empathy, tangible, responsiveness, and
assurance.

Keywords: Customer Satisfaction, Service Quality, servqual
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