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ABSTRAK

Sekarang ini industri pada bidang kuliner berkembang dengan pesat. Di mana-
mana terdapat rumah makan, baik dari rumah makan kecil sampai yang besar
sehingga terjadi banyak persaingan di dalamnya. Rumah makan tersebut dituntut
harus bisa bertahan dalam dunia ini. Kualitas layanan adalah salah satu faktor yang
dapat dijadikan tolak ukur dalam bertahan dalam industri jasa. Dimensi dari kualitas
layanan terdiri dari tangible, reliability, responsiveness, assurance dan empathy.

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh dimensi
kualitas layanan secara bersama-sama dan parsial terhadap kepuasan konsumen
Prosteak Restaurant Surabaya. Kepuasan konsumen merupakan variabel tergantung
(Y), sedangkan kualitas layanan merupakan variabel X, dimana tangible (X)),
reliability(X,), responsiveness (X3), assurance (X4), dan empathy (Xs). Data yang
digunakan adalah data primer dari kuisioner dan wawancara dengan responden.
Sampel yang diambil sebanyak 109 orang yang datang mengunjungi prosteak. Alat
pengukuran menggunakan skala Likert, dan diolah menggunakan analisis regresi
berganda, dengan melakukan uji-uji seperti analisa deskriptif, uji validitas dan
reliabilitas, uji asumsi klasik (multikolineritas, heterokedastisitas, autokorelasi), uji
hipotesis (uji F dan t).

Berdasarkan hasil yang diperoleh, menyebutkan bahwa kualitas layanan
berpengaruh secara bersama-sama dan parsial terhadap kepuasan konsumen pada
prosteak restaurant surabaya. Sedangkan nilai Adjusted R® adalah sebesar 0.611
artinya variabel X (tangible, reliability, responsiveness, assurance dan empathy)
mempengaruhi variabel Y (kepuasan konsumen) sebesar 61.1%, sisanya sebesar
38.9% dipengaruhi oleh variabel lain.

Kata Kunci : restaurant, kualitas layanan, kepuasan konsumen



ABSTRACT

Food and beverages industries at this moment grow in the fast path. We can
find a lot of restaurants everywhere ranging from the simple ,affordable restaurant to
the prestige and luxury one. This market phenomenon leads to the high perfect
competition market for the food and beverages industry. They are being forced to
thrive in this industry. Service Quyality is one of the factors that can be used as the
benchmark to be able to survive in the service industry. The factors of the service
quality includes : tangible, reliability, responsiveness, assurance and empathy.

The objective of this research is to know and analyze the influence of service
quality on customer satisfaction in Prosteak Restaurant Surabaya as altogether and
partial. Customer satisfaction is a dependent variable (Y), and service quality is an
independent variable (X), where tangible (X), reliability (X;), responsiveness (X3),
assurance (X4),and empathy (Xs). Data used for this research is primary data that is
acquired from respondents by filling the questionnaire and interview with respondent.
Samples were taken from 109 people, who came to Prosteak. The measuring tool
based on Likert’s scale, processed with multiple regression analysis, and doing some
test likes descriptive analysis, validity and reliable test, classic assumption test
(multicolinearity, heterokedastisity and autocorrelation), and test the significance of
the model (F-test, t-test, adjusted R?).

The result shows that service quality variable influenced altogether and partial
on customer satisfaction in Prosteak Restaurant Surabaya.While adjusted R value is
0.611, means that X variable (tangible, reliability, responsiveness, assurance and
empathy) influenced Y variable (customer satisfaction) 61.1%. The balances of
38.9% is influenced by other variable.

Key Word : restaurant, service quality, customer satisfaction



