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Pengaruh Service Quality Dan Service Recovery Terhadap Kepuasan Pelanggan Pada PT Roda Asia Hanami
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Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruhService Quality dan Service Recovery terhadap Kepuasan Pelanggan pada PT Roda Asia Hanami. Teknik pengambilan sampel menggunakan teknik sampel jenuh yang berjumlah 36 responden. Metode pengumpulan data menggunakan angket/kuesioner. Hasil analisis regresi linear berganda diperoleh persamaan Y = 15,500 + 0,126X1 + 0,224X2. Pada uji parsial (Uji t) Service Quality berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan dengan nilai t hitung sebesar 2,428 > t tabel 2,034 dan nilai signifikan 0,000 < 0,05 dan variabel Service Recovery berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan dengan nilai t hitung sebesar 2,168 > t tabel 2,034 dan nilai signifikan 0,000 < 0,05. Hasil uji signifikan simulatif (Uji F) variabel Service Quality dan Service Recovery secara simultan atau bersama-sama berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan dengan nilai F hitung 9,548 > F tabel 3,28 dan nilai signifikan 0,001< 0,05. Hasil uji koefisien determinasi (R2) diperoleh nilai R Square sebesar 0,367, artinya variabel Kepuasan Pelanggan dapat dijelaskan sebesar 36,7% oleh variabel Service Quality dan Service Recovery sementara sisanya 63,3% dijelaskan oleh variabel lain yang tidak dimasukkan dalam penelitianini.
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THE EFFECT OF SERVICE QUALITY AND SERVICE RECOVERY ON
CUSTOMER SATISFACTION IN
PT. RODA ASIA HANAMI
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ABSTRACT

The objective of theresearchwas to determine and analyze the effect of using
Service Quality and Service Recovery on Customer Satisfaction at PT Roda Asia
Hanami. The sampling technique used was a saturated sample technique with a
total of 36 respondents. Method of data collection was to use a questionnaire. The
results of multiple linear regression analysis obtained the equation Y =15.500 +
0.126X1 + 0.224X2.In the partial test (t test) Service Quality had a positive and
significant effect on Customer Satisfaction with a t-observed value of 2.428 > -
table 2.034 and a significant value of 0.000 <0.05 and the Service Recovery
variable had a positive and significant effect on Customer Satisfaction with a t-
observed value of 2.168 > t-table 2.034 and a significant value of 0. 000
<0.05.Simulative significant test results (F Test) for the Service Quality and
Service Recovery variables simultaneously or together had a positive and
significant effect on customer satisfaction with an F/ observed of 9.548 > F table
of 3.28 and a significant value of 0.001 <0.05. The test results for the coefficient
of determination (R2) obtained an R Square value of 0.367, meaning that the
Customer_Satisfaction variable could be explained by 36.7% by the Service
rvice Recovery variables while the remaining 63.3% was explained
s not included in this research.
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