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 Penelitian ini bertujuan untuk mengetahui 
pengaruh kualitas pelayanan (responsivenesss, 
reliability, assurance, empathy dan tangible) 
terhadap kepuasan konsumen. Penelitian ini 
merupakan penelitian kuantitatif. Populasi dalam 
penelitian ini adalah seluruh masyarakat Desa 
Beru sebanyak 1.800 orang, sedangkan sampel 
dalam penelitian ini sebesar 95 orang dengan 
teknik menggunakan rumus slovin. Teknik 
analisis data yang digunakan adalah metode 
analisis data uji asumsi klasik, regresi linier 
berganda, koefisien determinasi, uji t, uji F. 

Hasil analisa menunjukkan bahwa hasil 
dari uji t untuk masing – masing variabel sebesar 
responsiveness (X1) 1,998, reliability (X2) 2,008, 
assurance (X3) 5,616, empathy (X4) -2,281 dan 
tangible (X5) 2,835 sedangkan besarnya ttabel 
adalah 1,986 dengan tingkat signifikan sebesar 
0,05, kemudian hasil dari uji F diketahui Fhitung 
sebesar 24,970 dan Ftabel 2,32 dan nilai 
determinasi R2 = 0,58,4. Dan hasil perhitungan 
analisi regresi linier berganda mempunyai nilai 
sebesar Y = 1.007 + 0,174X1 + 0,216X2+ 0,515X3 – 
0,192X4 +0,258X5.  

Dari bukti – bukti tersebut dapat 
disimpulkan bahwa secara parsial variabel 
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responsiveness (X1), reliability (X2), assurance 
(X3), empathy (X4) dan tangible (X5) berpengaruh 
terhadap kepuasan konsumen (Y), secara 
simultan variabel responsiveness (X1), reliability 
(X2), assurance (X3), empathy (X4)  dan tangible 
(X5) berpengaruh terhadap kepuasan konsumen 
(Y). dan variabel assurance (X3)  merupakan 
variabel yang paling dominan mempengaruhi 
kepuasan konsumen (Y). 
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 Abstract 

 This study aims to determine the effect of 
service quality (responsiveness, reliability, 
assurance, empathy and tangibility) on customer 
satisfaction. This research is a quantitative 
research. The population in this study were all 
1,800 people in Beru Village, while the sample in 
this study was 95 people using the technique 
using Slovin formula. The data analysis technique 
used is the classical assumption test data analysis 
method, multiple linear regression, coefficient of 
determination, t test, F test. 

The analysis showed that the results of the t 
test for each variable were responsiveness (X1) 
1,998, reliability (X2) 2,008, assurance (X3) 5,616, 
empathy (X4) -2,281 and tangible (X5) 2,835 while 
the magnitude of ttable was 1,986 with a 
significant level of 0.05, then the results of the F 
test are known to be Fcount of 24.970 and Ftable 
2.32 and the determination value R2 = 0.58.4. And 
the results of the calculation of multiple linear 
regression analysis has a value of Y = 1,007 + 
0,174X1 + 0,216X2 + 0,515X3 - 0,192X4 + 
0,258X5. 

From these evidences it can be concluded 
that partially the variable responsiveness (X1), 
reliability (X2), assurance (X3), empathy (X4) and 
tangible (X5) affect consumer satisfaction (Y), 
simultaneously the responsiveness variable (X1) , 
reliability (X2), assurance (X3), empathy (X4) and 
tangible (X5) affect customer satisfaction (Y). and 
assurance variable (X3) is the most dominant 
variable affecting customer satisfaction (Y). 
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