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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan
terhadap kepuasan pelanggan melalui sistem Self Face Recognition Boarding
Gate di Stasiun- Malang Kota Baru. Fokus penelitian adalah pelanggan yang
menggunakan Self Face Recognition di Stasiun Malang Kota Baru. Metode
penelitian yang digunakan adalah pendekatan kuantitatif dengan hubungan antara
variabel melalui pengujian hipotesis menggunakan alat uji SPSS 25. Responden
penelitian berjumlah 100 responden yang dipilih menggunakan teknik accidental
sampling. Hasil penelitian menunjukkan bahwa secara simultan kualitas layanan
berpengaruh signifikan terhadap kepuasan pelanggan, namun secara parsial
dimensi_reliability, empathy dan tangible tidak berpengaruh signifikan. Hal ini
menunjukkan tingkat signifikansi dapat disebabkan oleh persepsi pelanggan yang
menganggap aspek-aspek tersebut sebagai hal yang sudah sewajarnya pelayanan
publik, sehingga tidak memberikan dampak yang kuat terhadap kepuasan
pelanggan.

Kata Kunci: Kualitas Layanan, Kepuasan pelanggan, Face Recognition (FR)
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(Study on the FR Boarding Gate at Malang Kota Station)
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ABSTRACT

This study aims to determine the effect of service quality on customer
satisfaction through the Self Face Recognition Boarding Gate system at Malang
Kota Station. The focus of the study is all customers who use Self Face
Recognition at Malang Kota Station. The method used is a quantitative approach
with the relationship between variables through hypothesis testing using SPSS 25
analysis. The number of respondents in the study was 100 who were selected
using the accidental sampling technique. The results of the analysis are detailed
according to the evidence which shows that simultaneously service quality has a
significant effect on customer  satisfaction, but partially the dimensions of
reliability, empathy and tangible do not have a significant effect. This shows that
this insignificance can be caused by customer perceptions that consider these
aspects as something that is natural for public services, so that they do not have a
strong impact on customer satisfaction.

Keywords: Service Quality, Customer Satisfaction, Face Recognition (FR)
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