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ABSTRAK

ZAHRA LUTFIA NANDA FORTUNA 21130015, 145 Halaman. ANALISIS
PENGARUH KUALITAS LAYANAN TERHADAP KEPUASAN
PELANGGAN DI SALON (STUDI KASUS DI ATLANTIC SALON), 2025.

Semakin meningkatnya gaya hidup masyarakat khususnya masyarakat Kabupaten
Sukoharjo dan Surakarta, maka kebutuhan masyarakat terhadap jasa meningkat.
Penelitian ini bertujuan untuk mengetahui pengaruh masing-masing indikator dari
kualitas layanan yaitu bukti fisik, reliabilitas, daya tanggap, jaminan, dan empati
terhadap kepuasan pelanggan di Atlantic salon. Objek penelitian ini yaitu pelanggan
yang menggunakan layanan jasa di Atlantic Salon Sukoharjo. Perolehan sampel
data dengan menyebarkan kuesioner secara offline (data primer) dan populasi data
diperoleh dari salon atlantic. Populasi belum diketahui berapa jumlahnya dengan
sampel penelitian sebanyak 96 responden berdasarkan rumus Lemeshow. Metode
yang digunakan berupa nonprobability sampling dengan teknik purposive
sampling. Analisis data memakai metode uji kualitas/instrumen data, uji asumsi
klasik dan uji hipotesis dengan bantuan program /BM SPSS Statistic 26.

Hasil dalam penelitian ini menunjukkan bahwa bukti fisik berpengaruh
signifikan terhadap kepuasan pelanggan, reliabilitas tidak berpengaruh signifikan
terhadap kepuasan pelanggan, daya tanggap tidak berpengaruh signifikan terhadap
kepuasan pelanggan, jaminan berpengaruh signifikan terhadap kepuasan
pelanggan, dan empati berpengaruh signifikan terhadap kepuasan pelanggan, serta
secara simultan terdapat pengaruh signifikan terhadap kepuasan pelanggan.

Kata Kunci: Kualitas Layanan, Bukti Fisik, Reliabilitas, Daya Tanggap,
Jaminan, Empati, Kepuasan Pelanggan.
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ABSTRACT

ZAHRA LUTFIA NANDA FORTUNA 21130015, 145 Pages. ANALYSIS OF
THE EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION
IN SALON (CASE STUDY AT ATLANTIC SALON), 2025.

As people's lifestyles, particularly in Sukoharjo and Surakarta Regencies, improve,
their demand for services increases. This study aims to determine the influence of
each service quality indicator—tangible evidence, reliability, responsiveness,
assurance, and empathy—on customer satisfaction at Atlantic Salon. The research
subjects were customers using services at Atlantic Salon in Sukoharjo. The data
sample was obtained by distributing offline questionnaires (primary data), and the
data population was obtained from Atlantic Salon. The population size was
unknown, with a sample size of 96 respondents using the Lemeshow formula. The
method used was nonprobability sampling with a purposive sampling technique.
Data analysis employed data quality/instrument testing, classical assumption
testing, and hypothesis testing using IBM SPSS Statistics 26.

The results of this study indicate that tangible evidence significantly
influences customer satisfaction, reliability does not significantly influence
customer satisfaction, responsiveness does not significantly influence customer
satisfaction, assurance significantly influences customer satisfaction, and empathy
significantly influences customer satisfaction. Simultaneously, there is a significant
effect on customer satisfaction.

Keywords: Service Quality, Physical Evidence, Reliability, Responsiveness,
Assurance, Empathy, Customer Satisfaction.



