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ABSTRAKSI

Fenomena di lapangan menunjukkan bahwa semakin hari
masyarakat mulai beralih kebiasaan dari mencuci baju sendiri menjadi
mencuci dengan menggunakan jasa laundry kiloan. Namun demikian data
dari hasil wawancara singkat menyatakan bahwa jasa laundry kiloan dirasa
kurang memuaskan. Sekalipun diakui dengan sadar bahwa konsumen
kurang merasa puas tetapi mereka tetap berniat untuk mengulang
penggunaan jasa laundry kiloan tersebut. Niat atau intensi merupakan
prediktor yang telah teruji untuk memprediksi perilaku, sedangkan intensi
itu muncul salah satunya dikarenakan faktor evaluasi penggunaan yang
didalamnya ada variabel kepuasan. Kenyataannya rasa kurang puas yang
dirasakan konsumen tetap membuat intensi penggunaan jasa laundry kiloan
secara berulang tidak berubah. Oleh karena itu, peneliti ingin melihat
hubungan antara intensi penggunaan jasa laundry kiloan secara berulang
dengan kepuasan konsumen pada mahasiswa UKWMS.

Penelitian ini menggunakan 108 subjek dari mahasiswa pengguna
jasa laundry kiloan di daerah sekitar UKWMS. Teknik pengambilan sampel
yang digunakan ialah snowball sampling dan purposive sampling dengan
pengolahan data menggunakan statistika non parametrik yaitu Kendall’s
tau-b.

Hasil pengolahan data menunjukkan ada hubungan positif antara
intensi penggunaan jasa laundry kiloan secara berulang dengan kepuasan
konsumen pada mahasiswa UKWMS dengan sig 0,001 < alpha 0,005.
Koefisien korelasi sebesar 0,219 dengan sumbangan efektif sebesar 11,2%.

Kata kunci: intensi, penggunaan jasa laundry kiloan secara berulang,
kepuasan konsumen

Shekina Kartika Dewi. (2012). “The Intention to Repeatedly Using
Laundry Service and The Consumer Satisfaction Among Undergraduate
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Students of Widya Mandala Catholic University Surabaya”. Undergraduate
Thesis Strata 1. Faculty of Psychology Widya Mandala Catholic University
Surabaya.

ABSTRACT

The phenomenon in the field showed that nowadays people prefer
to use the laundry service rather than wash their own clothes. However, the
data from early interview showed that people were less satisfied. Even
though people it recognized it by, they still intended to repeat using that
laundry service. Intention was a predictor that have been tested to predict a
behavior, while the intention appeared because of evaluation factors that
included the use of satisfaction variable. The fact is the unsatisfaction that
was felt by consumers still did not made any change on their intention to
repeatedly using the laundry service. Therefore, this researcher wanted to
see the correlation between the intention to repeatedly using a laundry
service with consumer satisfaction among undergraduate students of
Catholic University Widya Mandala Surabaya.

This research used 108 subjects from undergraduate students that
used laundry service at places nearby Catholic University Widya Mandala
Surabaya. This research also used a snowball sampling and purposive
sampling as the data collection techniques. All research data was analyzed
by Kendall’s tau-b non parametric statistic.

Results indicated that there was a positive correlation between the
intention to repeatedly using the laundry service with the consumer
satisfaction among students at Catholic University Widya Mandala
Surabaya with sig 0,001 < alpha 0.005. The correlation coefficient was
0,219 with the effective contribution of 11, 2 %

Key word: Intention, Repeated Using of Laundry Service, Customer
Satisfaction
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