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 M. Yandi Syahriar  

ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh  kualitas 

pelayanan yang terdiri dari variabel tangible, reliability, responsiveness, 

assurance, dan empathy terhadap kepuasan pelanggan KSO Sucofindo – Surveyor 

Indonesia secara simultan maupun parsial. Populasi dalam penelitian ini adalah 

konsumen KSO Sucofindo – Surveyor Indonesia dengan komoditi kategori 

Elektronik yang menggunakan jasa KSO Sucofindo – Surveyor Indonesia. Jumlah 

sampel yang didapatkan menggunakan perhitungan Slovin Sebanyak 98 Responden 

dengan menggunakan metode Non Probability Sampling. Metode analisis yang 

digunakan dalam penelitian ini adalah analisis deskriptif dan analisis regresi 

berganda menggunakan program SPSS. Dari kesimpulan penelitian menunjukkan 

bahwa dimensi tangible secara parsial tidak berpengaruh signifikan terhadap 

kepuasan pelanggan KSO Sucofindo – Surveyor Indonesia, sementara untuk 

dimensi reliability, responsiveness, assurance, dan empathy secara parsial 

berpengaruh signifikan terhadap kepuasan pelanggan KSO Sucofindo – Surveyor 

Indonesia. Untuk keseluruhan dimensi Service Quality (tangible, reliability, 

responsiveness, assurance, dan empathy) secara simultan berpengaruh signifikan 

terhadap kepuasan pelanggan KSO Sucofindo – Surveyor Indonesia. 

 

Kata kunci : Kualitas layanan, tangible, reliability, responsiveness, assurance, 

empathy,  Kepuasan Pelanggan. 
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THE EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION 

IMPORTERS OF ELECTRONICS CATEGORY KSO SUCOFINDO - 

SURVEYOR INDONESIA 

 

M. Yandi Syahriar 

ABSTRACT 

 

This study aims to determine and analyze the influence of service quality with 

consists of variables tangible, reliability, responsiveness, assurance, empathy to 

the customer satisfaction of KSO Sucofindo – Surveyor Indonesia simultaneously 

or partially. The population in this research is consumer of KSO Sucofindo – 

Surveyor Indonesia with the electronics commodity category that use KSO 

Sucofindo – Surveyor Indonesia services. The number of samples obtained using 

Slovin calculations were total of 98 respondents using Non Probability Sampling 

method. The analytical method used in this study is descriptive analysis and multiple 

regression analysis using SPSS program. From the results of the study showed that 

the tangible dimension partially does not significantly influence customer 

satisfaction of KSO Sucofindo – Surveyor Indonesia, while the reliability, 

responsiveness, assurance and empathy dimensions partially have a significant 

effect on customer satisfaction of KSO Sucofindo – Surveyor Indonesia. For all 

dimensions of service quality (tangible, reliability, responsiveness, assurance, 

empathy) simultaneously has a significant effect on customer satisfaction at  KSO 

Sucofindo – Surveyor Indonesia. 

 

Keywords: Service Quality, tangible, reliability, responsiveness, assurance, 

empathy, Customer satisfaction.
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