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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan, tingkat kepuasan 

konsumen, serta pengaruh kualitas pelayanan terhadap kepuasan konsumen pada 

Kantin Yayasan Pendidikan Al-Aitaam Bandung. Penelitian menggunakan metode 

kuantitatif dengan pendekatan deskriptif dan asosiatif. Sampel penelitian berjumlah 

95 responden yang dipilih menggunakan teknik non-probability sampling dengan 

pendekatan accidental sampling. Data dikumpulkan melalui kuesioner dan 

dianalisis menggunakan analisis deskriptif, uji validitas, uji reliabilitas, uji asumsi 

klasik, regresi linier sederhana, uji t, dan koefisien determinasi dengan bantuan 

IBM SPSS Statistics. Hasil penelitian menunjukkan bahwa Kualitas Pelayanan 

memperoleh nilai rata-rata sebesar 3,5326, sedangkan Kepuasan Konsumen sebesar 

3,6442, sehingga keduanya memperoleh penilaian yang cenderung baik. Uji 

normalitas One-Sample Kolmogorov-Smirnov terhadap residual menghasilkan 

nilai signifikansi 0,200 > 0,05, sehingga residual berdistribusi normal. Analisis 

regresi menghasilkan persamaan Y = 0,245 + 0,962X. Hasil uji t menunjukkan nilai 

t hitung sebesar 13,480 dengan signifikansi 0,000 < 0,05, sehingga H₀ ditolak dan 

H₁ diterima. Dengan demikian, Kualitas Pelayanan berpengaruh positif dan 

signifikan terhadap Kepuasan Konsumen. Nilai R sebesar 0,813 menunjukkan 

hubungan yang kuat, sedangkan R Square sebesar 0,661 menunjukkan bahwa 

Kualitas Pelayanan mampu menjelaskan 66,1% variasi Kepuasan Konsumen, 

sementara 33,9% sisanya dijelaskan oleh faktor lain di luar model penelitian. Uji 

heteroskedastisitas menunjukkan nilai signifikansi 1,000 > 0,05, sehingga tidak 

terdapat gejala heteroskedastisitas dan model memenuhi asumsi homoskedastisitas. 

Kata Kunci: Kualitas Pelayanan, Kepuasan Konsumen, Regresi Linear 

Sederhana. 
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ABSTRACT 

 

This study aims to analyze service quality, consumer satisfaction, and the effect of 

service quality on consumer satisfaction at the Canteen of Yayasan Pendidikan Al-

Aitaam Bandung. The study employed a quantitative method with descriptive and 

associative approaches. The sample consisted of 95 respondents selected using non-

probability sampling with an accidental sampling approach. Data were collected 

through questionnaires and analyzed using descriptive analysis, validity and 

reliability tests, classical assumption tests, simple linear regression, t-test, and the 

coefficient of determination with IBM SPSS Statistics. The results showed that 

Service Quality obtained a mean score of 3.5326, while Consumer Satisfaction 

obtained a mean score of 3.6442, indicating that both variables were generally 

rated positively. The One-Sample Kolmogorov-Smirnov normality test on the 

residuals yielded a significance value of 0.200 > 0.05, indicating that the residuals 

were normally distributed. The regression analysis produced the equation Y = 0.245 

+ 0.962X. The t-test resulted in a t-value of 13.480 with a significance value of 

0.000 < 0.05; therefore, H₀ was rejected and H₁ was accepted. Thus, Service Quality 

had a positive and significant effect on Consumer Satisfaction. The R value of 0.813 

indicated a strong relationship, while the R Square value of 0.661 showed that 

Service Quality explained 66.1% of the variation in Consumer Satisfaction, with 

the remaining 33.9% explained by other factors outside the research model. The 

heteroscedasticity test showed a significance value of 1.000 > 0.05, indicating no 

heteroscedasticity; therefore, the model met the homoscedasticity assumption. 

Keywords: Service Quality, Customer Satisfaction, Simple Linear Regression. 
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