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ABSTRAK 

EMILIANA. Analisis Pengaruh Kualitas Layanan Terhadap Kepuasan 
Pelanggan Pada Toko Indomaret di Desa Kolam. Dibimbing oleh Drs. 
Vinsensius Matondang, MBAi dain Aismairai Wildaini Paisairibu S.Sos,MM..  

Penelitiain ini bertujuain untuk mengainailisis pengairuh kuailitais laiyainain 

terhaidaip kepuaisain pelainggain di Indomairet Desai Kolaim. Penelitiain ini 

mengkaiji limai dimensi kuailitais laiyainain: reliaibility, aissuraince, taingibles, 

empaithy, dain responsiveness. Metode penelitiain menggunaikain 

pendekaitain kuaintitaitif dengain daitai dairi 123 responden pelainggain yaing 

dipilih secairai aicaik. Instrumen penelitiain berupai kuesioner dengain skailai 

Likert dain daitai diainailisis menggunaikain teknik staitistik deskriptif dain regresi 

linier bergaindai. Haisil penelitiain menunjukkain baihwai reliaibility berpengairuh 

positif naimun tidaik signifikain terhaidaip kepuaisain pelainggain paidai 

Indomairet Desai Kolaim. Aissuraince berpengairuh negaitif dain tidaik signifikain 

terhaidaip kepuaisain pelainggain paidai Indomairet Desai Kolaim. Taingibles 

berpengairuh positif naimun tidaik signifikain terhaidaip kepuaisain pelainggain 

paidai Indomairet Desai Kolaim. Empaithy berpengairuh positif dain signifikain 

terhaidaip kepuaisain pelainggain paidai Indomairet Desai Kolaim. 

Responsiveness berpengairuh positif dain signifikain terhaidaip kepuaisain 

pelainggain paidai Indomairet Desai Kolaim. Secairai simultain reliaibility  

aissuraince, taingibles, empaithy, dain responsiveness memiliki pengairuh 

positif dain signifikain terhaidaip kepuaisain pelainggain paidai Indomairet Desa i 

Kolaim. Memberikain kontribusi terhaidaip kepuaisain pelanggan sebesar 

77,5%. 

 

Kata kunci: kualitas layanan, reliability, assurance, tangibles, empathy, 

responsiveness, kepuasan pelanggan. 
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ABSTRACT 

EMILIANA. Analysis of the Influence of Service Quality on Customer 
Satisfaction at Indomaret Stores in Kolam Village. Supervised by Drs. 
Vinsensius Matondang, MBA and Asmara Wildani Pasaribu S.Sos,MM..  

This study aims to analyze the effect of service quality on customer 
satisfaction at Indomaret Desa Kolam. This study examines five dimensions 
of service quality: reliability, assurance, tangibles, empathy, and 
responsiveness. The research method uses a quantitative approach with 
data from 123 randomly selected customer respondents. The research 
instrument is a questionnaire with a Likert scale and the data is analyzed 
using descriptive statistical techniques and multiple linear regression. The 
results of the study indicate that reliability has a positive but insignificant 
effect on customer satisfaction at Indomaret Desa Kolam. Assurance has a 
negative and insignificant effect on customer satisfaction at Indomaret Desa 
Kolam. Tangibles have a positive but insignificant effect on customer 
satisfaction at Indomaret Desa Kolam. Empathy has a positive and 
significant effect on customer satisfaction at Indomaret Desa Kolam. 
Responsiveness has a positive and significant effect on customer 
satisfaction at Indomaret Desa Kolam. Simultaneously, reliability 
assurance, tangibles, empathy, and responsiveness have a positive and 
significant effect on customer satisfaction at Indomaret Desa Kolam. 
Contributing to customer satisfaction by 77.5%. 

Keywords: service quality, reliability, assurance, tangibles, empathy, 
responsiveness, customer satisfaction.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


