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PENGARUH KUALITAS LAYANAN TERHADAP KEPUASAN
ORANGTUA SISWA SMPK SANTO MIKAEL DI SURABAYA

Abstrak

Perumusan masalah dalam penelitian ini adalah: Pertama, apakah ada
pengaruh antara kualitas layanan secara parsial terhadap kepuasan Orangtua siswa
SMPK Santo Mikael di Surabaya? Kedua, apakah ada pengaruh antara kualitas
layanan secara simultan terhadap kepuasan Orangtua siswa SMPK Santo Mikael
di Surabaya? Tujuan yang ingin dicapai dalam penelitian ini adalah: Pertama,
untuk menguji pengaruh antara kualitas layanan secara parsial terhadap kepuasan
Orangtua siswa SMPK Santo Mikael di Surabaya. Kedua, Untuk menguji
pengaruh antara kepercayaan dan kualitas layanan secara simultan terhadap
kepuasan Orangtua siswa SMPK Santo Mikael di Surabaya. Dengan hasil
penelitian sebagai berikut ini: 1). Secara parsial tangible (X3), reliability (X»),
responsiveness (Xs), assurance (X;) dan empathy (Xs), terbukti memiliki
pengaruh positif dan signifikan terhadap kepuasan Orangtua siswa SMPK Santo
Mikael di Surabaya (Y). Jadi seluruh hipotesis yang diajukan dalam penelitian ini
secara parsial terbukti memiliki pengaruh terhadap variabel kepuasan konsumen.
2). Secara simultan variabel tangible (Xy), reliability (X3), responsiveness (X3),
assurance (X;) dan empathy (Xs), terbukti memiliki pengaruh terhadap variabel
kepuasan konsumen. Hal ini dibuktikan dari hasil perbandingan nilai dari Fhiwng =
10,384 lebih besar jika dibandingkan dengan Fuper = 0,000. Jadi dengan adanya
hasil ini, menunjukkan hipotesis diterima bahwa kualitas layanan berpengaruh
terhadap kepuasan Orangtua siswa SMPK Santo Mikael di Surabaya.

Kata Kunci : kualitas layanan, kepuasan Orangtua siswa
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EFFECT OF SERVICE QUALITY FOR THE SATISFACTION OF THE
PARENTS OF THE STUDENT AT SANTO MIKAEL JUNIOR HIGH
SCHOOL IN SURABAYA

ABSTRACT

The formulation of the problem in this research is as follows: first, the
service of Santo Mikael Junior High School in Surabaya partly influences the
satisfaction of the parents of the student. Second, Whether the service quality at
Santo Mikael Junior High School in Surabaya simultaneously influences the
satisfaction of the parents of the students. The objective of this research are as
follows: first, to analyze the partial influence of service quality partially at Santo
Mikael Junior High School in Surabaya on the satisfaction of the parents of the
students. Second, to analyze the total influence of the service quality at Santo
Mikael Junior High School on the satisfaction of the parents of the students. The
results of this research as follows: 1. In the partial tangible (X1), reliability (X»),
responsiveness (Xs) assurance (X4) and empathy (Xs), proved to have positive and
significant influence on the satisfaction of the parents of the student (Y). 2. In the
multiple variable tangible (X), reliability (X;), responsiveness (X3) assurance
(X4) and empathy (Xs), proved to have a significant influence on the satisfaction
variables of the parents of the students. This is evident in the value of count =
10,384 which is is greater compared to Fape = 0,000.

Keywords: service quality and satisfaction of the parents of the students.
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