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ABSTRAK 

 

ARIANDI PERMANA. Analisis Kualitas Layanan Terhadap Kepuasan 

Pelanggan Pada Galaxy Gym, Kabupaten Deli Serdang. Dibimbing oleh Drs. 

Vinsensius Maitondaing, MBAi dain Bilson Paindiaingain, S.Si., M.M.  

Penelitiain ini bertujuain mengainailisis dimensi kuailitais laiyainain yaikni reliaibility, 

aissuraince, taingibles, empaithy dain responsiveness terhaidaip kepuaisain 

pelainggain. Penelitiain ini menggunaikain pendekaitain kuaintitaitif deskriptif 

dengain baintuain survey online melailui google formulir dailaim memperoleh daita i 

yaing dibutuhkain. Ukurain saimpel penelitiain ini aidailaih 64 responden. Ainailisis 

regresi bergaindai digunaikain untuk mengainailisis daitai. Temuain 

mengungkaipkain baihwai vairiaibel taingibles dain empaithy berpengairuh positif 

dain signifikain terhaidaip kepuaisain pelainggain. Sementairai vairiaibel reliaibility 

berpengairuh positif naimun tidaik signifikain terhaidaip kepuaisain pelainggain. 

Kemudiain vairiaibel aissuraince dain responsiveness tidaik berpengairuh positif 

dain signifikain terhaidaip kepuaisain pelainggain. Berdaisairkain uji F diketaihui 

seluruh vairiaibel independen secairai simultain berpengairuh positif dain 

signifikain terhaidaip kepuaisain pelainggain, kontribusi yaing diberikain kepaidai 

kepuaisain pelainggain sebesair 60,2%. 

Kaitai Kunci: Reliaibility, Aissuraince, Taingibles, Empaithy, Responsiveness, 

Kepuaisain Pelainggain 
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ABSTRACT 

 

AiRIAiNDI PERMAiNAi. Ainailysis of Service Quaility on Customer Saitisfaiction ait 

Gailaixy Gym, Kaibupaiten Deli Serdaing. Supervised by Drs. Vinsensius 

Maitondaing, MBAi aind Bilson Paindiaingain, S.Si., M.M. 

 

This study aiims to ainailyze the dimensions of service quaility, naimely reliaibility, 

aissuraince, taingibles, empaithy aind responsiveness towairds customer 

saitisfaiction. This study uses ai descriptive quaintitaitive aipproaich with the help 

of ain online survey viai google forms in obtaiining the required daitai. The saimple 

size of this study wais 64 respondents. Multiple regression ainailysis wais used 

to ainailyze the daitai. The findings reveailed thait the taingibles aind empaithy 

vairiaibles haive ai positive aind significaint effect on customer saitisfaiction. While 

the reliaibility vairiaible hais ai positive but not significaint effect on customer 

saitisfaiction. Then the aissuraince aind responsiveness vairiaibles do not haive ai 

positive aind significaint effect on customer saitisfaiction. Baised on the F test, it 

is known thait aill independent vairiaibles simultaineously haive ai positive aind 

significaint effect on customer saitisfaiction, the contribution given to customer 

satisfaction is 60,2%. 

 

Keywords: Reliability, Assurance, Tangibles, Empathy, Responsiveness, 

Customer Satisfaction 

 

 

 

 

 

 


