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ABSTRACT

Guspinda. 302 10 11 048. Analysis of perception service quality for word
customer statisfaction post office puding besar.

The objective of this research is to determine the effects service quality on
the customer statisfaction post office puding besar.this is a descriptive qualitative
research with a sample of 140 respondents and reability tests,while the data
analysis method used is multiple linear regressions with T test and F test.

The result show that for the Independent variable X1, Tcount (4,247) > T
wabel (1,65630), for the independent variable X2, Tcount (2,365) > T taver (1,65630),
for the independent variable X3, Tcount (2,316) > T e (1,65630), for the
independent variable X4, Tcount (2,916) > T wper (1,65630), for the independent
variable X5, Tcount (3,008> T iwe (1,65630), this mean that, partially, all
threebindependent variables (X1.X2.X3.X4 and X35) affect the dependent variabble
(Y). The F test result level of 0,05. Threfore, Ho is rejected and Ha assumption is
accepted, meaning that the Tangibles Realibility Responsiveness Assurance
Empathy simultaneonusly and significently affect customer statisfaction in this
case.meanwhile, the coefficient of determination (Adjusted R Square) value is
79,8 %, which means that the variatian or customer statisfaction post office
puding besar variabel can be explained by the Tangibles Realibility
Responsiveness Assurance Empathy.

Keyword: Tangibles, Realibility, Responsiveness, Assurance, Empathy,
customer statisfaction.
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ABSTRAK

Guspinda. 302 10 11 048. Analisis Persepsi Kualitas Pelayanan Jasa terhadap
Kepuasan Pelanggan Kantor Pos Puding Besar.

Penelitian ini bertujuan untuk mengetahui besarnya pengaruh kualitas
pelayanan sedangkan variabel terikatnya adalah kepuasan pelanggan kantor pos
puding besar. Penelitian ini merupakan penelitian deskriptif kuantitatif dengan
jumlah sampel sebanyak 140 responden sedangkan metode teknik pengambilan
sampel menggunakan teknik Accidental sampling. Pengujian instrumen
menggunakan uji validitas dan uji reliabilitas. Sedangkan metode analisis data
menggunakan analisis regresi linier berganda dengan uji T dan uji F.

Hasil penelitian variabel independen X1 diperoleh thitung (4,247) > Trabel
(1,65630), variabel X2 thitung (2,365) > Travel (1,65630), variabel X3 thitung (2,316) >
Thabel (1,65630), variabel X4 thitung (2,916) > Tiavel (1,65630), dan variabel X5 thitung
(3,008) > Travel (1,65630). Maka seluruh variabel X (independen) berpengaruh
secara parsial terhadap variabel Y (dependen). Hasil uji F menunjukkan bahwa
Fhitung (110,653) > Fraver (2,28), sedangkan signifikansi adalah 0,000 < alpha pada
taraf signifikansi 0,05, berarti variabel independen (bukti fisik, kehandalan,
ketanggapan, jaminan dan perhatian) secara bersama-sama atau simultan
mempengaruhi variabel dependen (kepuasan pelanggan) secara positif dan
signifikan. Sedangkan koefisien determinasi (Adjusted R Square) sebesar 79,8%,
yakni berarti variabel(kepuasan pelanggan) dapat dijelaskan oleh variabel kualitas
pelayanan (bukti fisik, kehandalan, ketanggapan, jaminan dan perhatian).

Kata Kunci : Kualitas Pelayanan, Bukti Fisik, Kehandalan, Ketanggapan,
Jaminan, Perhatian, Kepuasan Pelanggan.
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