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ABSTRAKSI

Penelitian ini bertujuan menganalisis pengaruh positif keberwujudan,
kehandalan, ketanggapan, jaminan dan kepedulian terhadap kepuasan masyarakat
dalam pengurusan PKB di Dinas Perhuungan Kabupaten Pati baik secara parsial
maupun secara berganda. Metode yang digunakan adalah descriptive survey. Sampel
100 sampel.' Pengumpulan data menggunakan kuesioner. Uji Instrumen Data
menggunakan validitas dan reliabilitas. Analisis statistic menggunakan uji regresi, uji
t, uji F dan koesien determinasi. Dari hasil analisis data dan pembahasan pada bab
sebelumnya dapat disimpulkan sebagai berikut : (1) Ada pengaruh positif
keberwujudan terhadap kepuasan masyarakat dalam pengurusan PKB di Dinas
Perhubungan Kabupaten Pati (2) Ada pengaruh positif kehandalan terhadap
kepuasan masyarakat dalam pengurusan PKB di Dinas Perhubungan Kabupaten Pati
(3) Ada pengaruh positif ketanggapan terhadap kepuasan ‘masyarakat dalam
pengurusan PKB di Dinas Perhubungan Kabupaten Pati (4) Ada pengaruh positif
jaminan terhadap kepuasan -masyarakat dalam - pengurusan PKB di Dinas
Perhubungan Kabupaten Pati. (5) Ada pengaruh positif kepedulian terhadap kepuasan
masyarakat dalam pengurusan PKB di Dinas Perhubungan Kabupaten Pati (6) ada
pengaruh positif keberwujudan, kehandalan, ketanggapan, jaminan dan kepedulian
terhadap kepuasan masyarakat dalam pengurusan PKB di Dinas Perhubungan
Kabupaten Pati secara berganda.

Kata kunci : Keberwujudan, kehandalan, ketanggapan, jaminan dan kepedulian
terhadap kepuasan masyarakat
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ABSTRACT

INFLUENCE OF QUALITY OF SERVICE ON PUBLIC SATISFACTION IN THE
MANAGEMENT OF PKB IN PATI DISTRICT RELATIONS OFFICE

Hamidun Hafid Mundiarto
NIM: 2017-11-281

Advisor 1. SUTONO, SE, MM, Ph.D
2. NURUL RIZKA ARUMSARI, SE, MM

This research aims to analyse the positive influence of existence, reliability,
responsiveness, assurance and concern for public satisfaction in the management of
PKB in Pati District Perhuungan office in both partial and double. The method used
is descriptive survey. Sample 100 samples. Data collection using questionnaires.
Data instrument test uses validity and reliability. - The statistic analysis uses
regression tests, ttests, F-tests and coesien determinations. From the results of data
analysis-and discussion in the previous chapter can be concluded as follows: (1)
There is a positive influence on the presence of public satisfaction in the management
of the administrative department of Pati District (2) There are positive influences of
reliability To the public satisfaction in the management of PKB in the Department of
Perhuungan Pati District (3) there is a positive influence in response to public
administrative in the management of PKB in Pati District administrative (4) There is
a positive influence on the guarantee of satisfaction Community in the management of
PKB at the Pati district administrative. (5) There is a positive influence on the
awareness of public satisfaction in the management of PKB in Pati District
administrative (6) There is a positive influence of existence, reliability,
responsiveness, assurance and concern for public satisfaction in the management of
PKB in the office of Pati District administrative double.

Keywords : Existence, reliability, responsiveness, assurance and care to community
satisfaction
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