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ABSTRAK

Penelitian ini bertujuan untuk menjelaskan pengaruh kualitas pelayanan terhadap
kepuasan masyarakat di kecamatan Batu Aji-Kota Batam. Penelitian ini
merupakan penelitian kuantitiatif deskriptif, dengan sampel sebanyak 100
responden yang diberikan kuisioner. Fokus penelitian ini pada kualitas pelayanan
penanganan sampah di Kecamatan Batu Aji. Adapun teknik pengumpulan data
yang dilakukan adalah observasi, kuesioner dan dokumentasi. Teknik pengujian
yang dilakukan antara lain uji instrumen angket terdiri dari uji validitas dan uji
reliabilitas, wji asumsi klasik terdiri dari wji multikolonieritas, uji
heteroskedastisitas, uji normalitas, analisis regresi linier sederhana, uji hipotesis
terdiri dari uji t dan koefisien determinasi. Hasil penelitian menunjukkan bahwa
kualitas pelayanan secara rata-rata kategori baik ditinjau dari segi indikator bukti
langsung, keandalan, ketanggapan, jaminan dan empati, terutama indikator bukti
langsung. Untuk kepuasan masyarakat yang mengacu pada indikator Indeks
Kepuasan Masyarakat secara rata-rata kategori baik, dengan indikator kepastian
biaya yang terbaik. Hipotesis dalam penelitian ini menyebutkan bahwa kualitas
pelayanan berpengaruh terhadap kepuasan masyarakat. Hasil uji-t nilai variabel
kualitas pelayanan sebesar 22,740 lebih besar dibandingkan nilai t-tabel = 1.984,
maka variabel kualitas pelayanan bepengaruh terhadap kepuasan. Hasil
determinasi diperoleh nilai R sebesar 0,917 berarti 91,7%, sedangkan nilai R2
sebesar 0,841 berarti 84,1% variabel Kualitas Pelayanan (X) mampu menjelaskan
oleh Kepuasan Masyarakat (Y) dan sisanya (100%-84,1%=15,9%) tidak termasuk
dalam penelitian ini.

Kata Kunci: Kualitas Layanan, Kepuasan Masyarakat



ABSTRACT

This study aims to explain the effect of service quality on community satisfaction
in Batu Aji sub-district, Batam City. This research is a descriptive quantitative
study, with a sample of 100 respondents who were given a questionnaire. The
focus of this research is on the quality of waste handling services in Batu Aji
District. The data collection techniques used were observation, questionnaires
and documentation. Testing techniques carried out included questionnaire
instrument tests consisting of validity and reliability tests, classical assumption
tests consisting of multicollinearity tests, heteroscedasticity tests, normality tests,
simple linear regression analysis, hypothesis tests consisting of t tests and
coefficients of determination. The results showed that the average quality of
service was good in terms of indicators of direct evidence, reliability,
responsiveness, assurance and empathy, especially indicators of direct evidence.
For community satisfaction, which refers to the Community Satisfaction Index
indicator, the average category is good, with the best cost certainty indicator. The
hypothesis in this study states that service quality has an effect on community
satisfaction. The results of the t-test value of the service quality variable is 22.740
which is greater than the t-table value = 1.984, then the service quality variable
has an effect on satisfaction. The result of determination obtained that the R value
of 0.917 means 91.7%, while the R2 value of 0.841 means that 84.1% of the
Service Quality variable (X) is able to explain by Community Satisfaction (Y) and
the rest (100%-84.1% = 15, 9%) were not included in this study.

Keywords: Service Quality, Community Satisfaction.
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