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Arsyta Dewi
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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh dimensi Kualitas Pelayanan
(Tangible, Reliability, Responsiveness, Assurance, da Emphaty) terhadap kepuasan
pelanggan Salon Kecantikan Rambut Dania Malang. Data dalam penelitian ini
dikumpulkan melalui penyebaran kuisioner kepada 240 responden pelanggan Salon
Kecantikan Rambut Dania Malang sebagai sampel penelitian. Teknik pengambilan
sampel yang digunakan adalah accidental sampling. Penelitian in1 menggunakan
metode regresi linier berganda dengan bantuan SPSS versi 21. Metode analisis data
yang digunakan adalah analisis kuantitatif, yaitu analisis regresi berganda, uji
asumsi klasik, uji instrumen, dan uji hipotesis. Hasil penelitian ini menyimpulkan
bahwa dimensi responsiveness dan assurance terbukti berpengaruh positif dan
signifikan pada kepuasan pelanggan Salon Kecantikan Rambut Dania Malang,
sedangkan dimensi fangibles, reliability, dan emphaty tidak berpengaruh pada
kepuasan pelanggan Salon Kecantikan Rambut Dania Malang.

Kata kunci: Dimensi Kualitas Pelayanan, Kepuasan Pelanggan
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ABSTRACT

This study aims to examine the influence of Service Quality dimensions (Tangible,
Reliability, Responsiveness, Assurance, and Empathy) on customer satisfaction of
Dania Malang Hair Beauty Salon. Data in this study were collected through
distributing questionnaires to 240 respondents of Dania Malang Hair Beauty Salon
customers as research samples. The sampling technique used was accidental
sampling. This study used multiple linear regression methods with the help of SPSS
version 21. The data analysis method used was quantitative analysis, namely
multiple regression analysis, classical assumption test, instrument test, and
hypothesis test. The results of this study concluded that the dimensions of
responsiveness and assurance proved to have a positive and significant effect on
customer satisfaction of Dania Malang Hair Beauty Salon, while the dimensions of

tangibles, reliability, and empathy did not affect customer satisfaction of Dania
Malang Hair Beauty Salon

Keywords: Service Quality Dimensions, Customer Satisfaction
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