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ABSTRAK 

 

Nuzulul Rohmah Alfiyyanti 210301139. Pengaruh Kualitas Layanan Terhadap 

Kepuasan Pelanggan Pelanggan Perumda Giri Tirta Cabang Cerme 

Kabupaten Gresik . Manajemen, Fakultas Ekonomi dan Bisnis, Universitas 

Muhammadiyah Gresik,  2025 

 

Abstrak 

Penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Layanan terhadap 

Kepuasan Pelanggan Perumda Giri Tirta Cabang Cerme Kabupaten Gresik.  

Metode penelitian menggunakan metode penelitian kuantitatif dengan sampel 

sebanyak 180 pelanggan Perumda Giri Tirta Cabang Cerme. Data yang diperoleh 

dianalisis dengan  menggunakan Uji Asumsi Klasik, Regresi Linear berganda,Uji t 

(Uji Parsial) dan Uji F menggunakan program SPSS 25. Hasil penelitian 

menunjukkan bahwa secara parsial variabel Bukti Fisik , Kehandalan dan Daya 

Tanggap berpengaruh signifikan terhadap Kepuasan Pelanggan namun Jaminan dan 

Empati secara parsial tidak berpengaruh signifikan terhadap Kepuasan Pelanggan, 

sedangkan secara simultan seluruh variabel indipenden tersebut berpengaruh 

signifikan terhadap kepuasan pelanggan 

 

Kata Kunci: Dimensi Kualitas Layanan, Kepuasan Pelanggan 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Nuzulul Rohmah Alfiyyanti 210301139. The Influence of Service Quality on 

Customer Satisfaction of Perumda Giri Tirta Cerme Branch, Gresik Regency. 

Management, Faculty of Economics and Business, Muhammadiyah University of 

Gresik,     2025 

Abstract 

This study aims to determine the effect of Service Quality on Customer Satisfaction 

of Perumda Giri Tirta Cerme Branch, Gresik Regency. The research method uses 

a quantitative research method with a sample of 180 customers of Perumda Giri 

Tirta Cerme Branch. The data obtained were analyzed using the Classical 

Assumption Test, Multiple Linear Regression, t-Test (Partial Test) and F-Test using 

the SPSS 25 program. The results of the study indicate that partially the variables 

of Physical Evidence, Reliability and Responsiveness have a significant effect on 

Customer Satisfaction, but Assurance and Empathy partially do not have a 

significant effect on Customer Satisfaction, while simultaneously all of these 

independent variables have a significant effect on customer satisfaction.  

 

Keywords: Dimensions of Service Quality, Customer Satisfaction 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


