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ABSTRACT 



ABSTRACT 

The researcher is highly interested in many ditre.rent opiliIons among some 
experts about the influence of service quality and cllstomer satisfaction. Thus, the 
aims of the this researclt is to test the inflw;:nce of service qllality in establishing 
clistomer satisfaction. 

This study use theoretical approach of service marketing management 
focusing on service quality to find solution the problems faced by PT. Mitsui 
Leasing, Surabaya Branch. TIlis study is a quantitative sun-ey. The independent 
variables are responsiveness, reliability, assurance, empathy, tangible, and the 
dependent variable is cUstOmer satisfaction. The statistical analysis uses mUltiple 
linear regression, and the statistic calculation is assisted by Excel and Minitab. 

The finding of descriptive analysis show that the level of service quality of 
PT. Mitsui Leasing, Surabaya Branch both totally and per dimension of service 
quality was in "high" category. TIle results indicates that regressions coefficient of 
interaction in PT. Mitsui Leasing is positive and significant (PSO,05). The value of 
R2 as 0,9899. Based on the result of the study showed that each independent 
variable reliability. responsiveness. assurance, emphaty simultaneously and 
significantly affect dependent variable customer satisfaction. 

The result of study gave implication that in deciding the policy to improve 
customer satisfaction, The chief of PT. Mitsui Leasing, Surabaya Branch was 
hoped to pay attention to the service quality, because per dimensions of service 
quality influenced positively and significantly to the customer satisfaction. 

Keywords: Service quality. Customer satisfaction 

x 



DAFTARISI 



DAFTARISI 

HALAMAN SAMPUL DEP AN .................................................................. i 

HALAMAN SAMPUL DALAM ................................................................. ii 

HALAMAN PRASY ARAT GELAR ........................................................... iii 

HALAMAN PERSETUJUAN PEMBIMBING TESIS ............................... iv 

HALAMAN PENET AP AN P ANITlA PENGUJI ........................................ v 

HALAMAN PERSETUJUAN DAN PENGESAHAN TESIS .................... vi 

UCAP AN TERIMA KASlH .................................................................... vii 

ABSTRACT .................................................................................................. x 

DAFTAR lSI ................................................................................................. xi 

DAFT AR GAMBAR .................................................................................... xiv 

DAFTAR TABEL ......................................................................................... xvi 

DAFTAR LAMPlRAN ................................................................................. XVJl 

BAB 1 PENDAHULUAN...... ....... ........................................................ 1 

1.1 Law Belakang Permasalahan ....................................................... 1 

1.2 Rumusan Masalah ......................................................................... 7 

1.3 Tujuan Penelitian .......................................................................... 7 

1.4 Manfaat Penelitian ..................................................................... 8 

BAB 2 TINJAUAN KEPUST AKAAN ........ ' .......................................... 9 

2.1 Penelitian terdahulu.... ....... ...................... ..................................... 9 

2.1.1 Penelitian Parasuraman. Zeithami dan Berry .......................... 9 

2.1.2 Penelitian Cronin dan Taylor................................... ............... 10 

2.2 Landasan Teori .......................... . .......................................... 11 

Xl 



2.2.1 Pengertian dan perspektifkualitas .......................................... 11 

2.2.2 Definisijasa ............................................................................ 14 

2.2.3 Kualitas pelayanan .................................................................. 15 

2.2.4 Dimensi i-.-ualitas pelayanan ..................................................... 16 

BAB 3 KERANGKA KONSEPTUAL ........................................................ 19 

3.1 Kerangka konseptual penelitian ..................................................... 19 

3.2 Hipotesis ........................................................................ 22 

BAB 4 METODE PENELITIAN ................................................................ 23 

4.1 Desain Penelitian .......................................................................... 23 

4.2 Populasi, Sampel dan teknik pengambilan sampel... .................... 24 

4.2.1 Populasi ................................................................................... 24 

4.2.2 Sampel dan teknik pengambilan sampel... .............................. 24 

4.3 Indentifikasi Variabel. ................................................................... 26 

4.4 Definisi Operasional. ........................ , ............................................ 27 

4.5 Jenis dan Sumber data ................................................................... 30 

4.6 Pengukuran Data ........................................................................... 30 

4.7 Alat dan Metode Pengumpulan Data ............................................ 31 

4.7.1 Uji Validitas dan Reliabilitas ..................................................... 31 

4.7.2 Metode dan Teknik Analisis ..................................................... .32 

BAB 5 ANALISIS HASIL PENELITlAN ................................................. 37 

5.1 Gambaran Umum Perusahaan ...................................................... 37 

5.2 Data Penelitian ............................................................................... 38 

5.2.1 Deskripsi Responden... ................. . . ....................... 39 

XlI 



5.2.2 Deskripsi Variabel Penelitian ................................................... .46 

5.3 Descriptive Statics ......................................................................... 69 

5.4 Correlations .................................................................................. 70 

5.5 Model Summary ................ " .................................................... 71 

5.6 Pengujian Hipotesis ................................................... '" .71 

5.6.1 Regresi Linear Berganda ................ , ...... ' '" ...... '" ......... 71 

5.6.2 Analisis Regresi Linear Berganda ...... '" .......... " ..... , ... '" .. 72 

5.6.3 Analisis Koefisien Korelasi Berganda ......... '" .................. 75 

5.6.4 Analisis Koefisien Determinasi Berganda .......... " '" .. ' ........ 76 

5.6.5 Uji Hipotesis .... " ' .......... ' ............ '" ...... '" ............ '" 76 

5.6.6 Uji Asumsi Regresi Berganda Multikolinieritas ...... '" ., ........ 81 

5.6.7 Uji Asumsi Regresi BergandaHeterokedastisitas ........ ' ... '" .. 82 

5.6.8 Uji Asumsi Regresi Berganda Normalitas ....................... , .. 83 

5.6.9 Uji Asumsi Regresi Berganda Autokorelasi ... '" .. , ......... '" ... 85 

BAB 6 PEMBAHASAN ............................................................................. 88 

6.1 Temuan Analisis Deskriptif.. .......................................................... 88 

BAB 7 SIMPULAN DAN SARAN ............................................................. 92 

7.1 Simpulan ................................................................................ 92 

7.2 Saran ............................................................................................ 94 

DAFTARKEPUSTAKAAN .............................................................. 96 

LAMPlRAN ................................................................................................... 100 

Xlll 



DAFTAR GAMBAR 

Gambar Halaman 

3.1 Kerangka Konseptual pengaruh faktor-fab.1or kualitas pelayanan .......... 21 

3.1 Kerangka Konseptual pengaruh faktor-faktor kualitas pelayanan .......... 21 

5.1 F test ........... ' ............................ , ............ '" ........................... 76 

5.2 t - test.. ................................................................................. 77 

5.3 Pengujian Hipotesis Reliability ... ...................................................... 78 

5.4 Pengujian Hipotesis Responsiveness ...... '" ......................................... 79 

5.5 Pengujian Hipotesis Assurance ............. ..................................... , ........ ,.80 

5.6 Pengujian Hipotesis Emphaty ... ' ........................................................ 80 

5,7 Residual Versus the _fitted Values ........................................................... 83 

5.8 Normal ProbabiWv Plot .. ..................................................................... 84 

5.9 Anderson Darling Normality test ................... , ............................... 85 

5.10 I Chart o/Residuals ... , .... , ............ , .. , ...................................... 86 

XIV 



DAFTAR TABEL 

Tabel Halaman 

5.1 Deskripsi responden berdasarkan umur danjenis kelarnin .................. 39 

5.2 Deskripsi responden berdasarkan tingkat pendidikan ........................... 40 

5.3 Deskripsi responden berdasarkanjenis pekerjaan ................................. 41 

5.4 Deskripsi responden berdasarkan perusahaan pembiayaan .................. 43 

5.5 Deskripsi responden berdasarkan pihak yang memberi saran ............... 44 

5.6 Deskripsi responden berdasarkan alasan mernilih PT. Mitsui ............... 45 

5.7 Kestrategisan lokasi gedung PT. Mitsui ................................................ 47 

5.8 Tampilan fisik PT. Mitsui ...................................................................... 48 

5.9 Penampilan dan kerapihan karyawan .................................................... 49 

5.10 Kelengkapan Peralatan dan Teknologi On-line system ......................... 50 

5.11 Ketersediaan buku-buku petunjuk untuk pelayanan .............................. 50 

5.12 Ketepatan pemenuhanjanji PT. Mitsui ................................................. 52 

5.13 Pemberian informasi yang akurat... ....................................................... 52 

5.14 Ketepatan perhitungan bunga di PT. Mitsui .......................................... 53 

5.15 Ketepatan pencatatan setiap angsuran ............................................... 54 

5.16 Kesediaan dan kesiapan karyawan untuk melayani pelanggan ............ 55 

5.17 Kecepatan dan Ketepatan pelayanan karyawan .................................... 56 

5.18 Kecepatan menangani keluhan dan kebutuhan pelanggan .................... 57 

5.19 Kecepatan pengiriman dokumen ........................................................... 58 

5.20 Keyakinan cara kerja karyawanPT. Mitsui ......................................... 59 

5.21 Kejujuran dan keterbukaan pimpinan PT. Mitsui ................................. 60 

xv 



5.22 Kesopanan dan keramahan karyawan PT. Mitsui ................................. 61 

5.23 Ketrampilan kerja dan penyelesaian tugas .......................................... 62 

5.24 Pengetahuan dan Kemampuan Karyawan ............................................ 63 

5.25 Kemampuan PT. Mitsui menciptakan perasaan dibutuhkan '" ........... 64 

5.26 Kemampuan karyawan untuk mengenal setiap pe\anggan ................... 64 

5.27 Pemberian perhatian personal karyawan ........................................... 65 

5.28 Kemudahan membantu dan menghubungi karyawan " ..................... 66 

5.29 Kepuasan pelanggan terhdap kinerja karyawan ................................... 67 

5.30 Kepuasan pelanggan pada harga yang ditetapkan ............................ '" 68 

5.31 Descriptive Statics ............................................... ................................. 69 

5.32 Correlations .......................................... ................................................. 70 

5.33 Hasil perhitungan regresi berganda ..................................................... 71 

5.34 Analysis of Variance ............................................ ................................. 76 

XVI 



DAFT AR LAMPlRAN 

Lampiran Halaman 

1 Kuesioner.. ................ '" .. ' ... '., ............ " .............. " .... ' ..... , . . 100 

2 Data Kuesioner.. . ........ ' ..... , .......... " .... " . " ." ................ " '" ., . . 106 

3 F Tabe1... .................. '" .. , ..... , ..... , ..... ' '" ............... '" ., ..... , .. . 108 

4 t Tabe1... ... ' .. '" .................. '" ... ..... ... ................................ llO 

XVlI 




