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ABSTRAK

Perkembangan usaha saat ini menimbulkan persaingan yang signifikan. Hal itu
menyebabkan pebisnis semakin dituntut untuk memiliki strategi bisnis yang tepat
dalam memenuhi target volume penjualan serta keuntungan. Salah satunya ialah
perkembangan usaha di bidang jasa penyewaan lapangan. Persaingan usaha ini di
Indonesia mulai ketat, khususnya di Kota Batam sebagai daerah yang berancka
jenis usaha, yang membuat persaingan diantara konsumen local maupun global.
Tujuan penelitian ini ialah untuk mengetahui pengaruh fasilitas dan kualitas
pelayanan terhadap kepuasan konsumen pada Planet Futsal Batam secara parsial
dan simultan. Sampel dari konsumen Planet Futsal Batam sebanyak 181
responden. Metode pengambilan sampel yang digunakan adalah accidental
sampling dan teknik pengumpulan data menggunakan kuesioner. Hasil penelitian
ini diketahui dimana hasil uji t untuk fasilitas 3,671 > tuber 1,653 nilai signifikan
0,000 < 0,05 dan kualitas pelayanan 9,103 > 1,653 nilai signifikan 0,000 < 0,05.
Dari hasil penelitian fasilitas secara parsial berpengaruh positif dan signifikan
terhadap kepuasan konsumen (H1 diterima) dan kualitas pelayanan secara parsial
juga berpengaruh positif dan signifikan terhadap kepuasan konsumen (H2
diterima). Hasil uji f dimana fhiwung 343,938 > fiavel 3,04 dan nilai signifikansi 0,000
< 0,05. Dapat disimpulkan bahwa fasilitas dan kualitas pelayanan secara simultan
berpengaruh positif dan signifikan terhadap kepuasan pelanggan (H3 diterima).

Kata Kunci : Fasilitas; Kualitas Pelayanan, Kepuasan Konsumen



ABSTRACT

In the global enterprise development today has led to quite tight competition.
One of them is business development in the field of field rental services. This
causes businesses to be increasingly required to have the right business
strategy in meeting sales volume targets and profits. One of them is the
development of business in the field of field rental services. This business
competition in Indonesia is getting tougher, especially in Batam City as an
area with various types of business, which makes competition between local
and global consumers. This research aims to determine partially along with
simultaneously to impact of facilities also service quality on customer
satisfaction in Futsal Batam. The formula make use of accidental sampling
along with data collection techniques apply with a questionnaire. It can be
stated the t-test result is 3.671 > t-table 1.653, with significant score is 0.000 <
0.05 also with the service quality is 9.103 > 1.653, the significant figure is
0.000 < 0.05. From results proved that the equipment partially positive then
significant had influence on customer satisfaction (accepted HI) same with
service quality had a positive also relevant to influence on customer
satisfaction (accepted H2). F-test results, the number 343.938 > fitable 3.04
also for significance score of 0.000 < 0.05. That could stated a equipment and
service quality own a positive also relevant to influence of customer
satisfaction (assumption H3).

Keywords: Facilities, Quality Service, Customer Satisfiction.
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