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ABSTRAKSI 

 

ANALISIS PENGARUH BUKTI FISIK, KEANDALAN, DAYA TANGGAP 

DAN JAMINAN SERTA EMPATI TERHADAP KEPUASAN PELANGGAN  
(STUDI KASUS PT. KARYA ZIRANG UTAMA ISUZU KUDUS DIVISI SERVIS) 
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  2. Iwan Suroso, SE. MM. 

 

 

UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI PROGRAM STUDI MANAJEMEN 

 

Penelitian ini bertujuan untuk menganalisis pengaruh bukti fisik, 

keandalan, daya tanggap, jaminan dan empati terhadap kepuasan pelanggan di 

divisi servis PT. Karya Zirang Utama Isuzu Kudus. Dimana diajukan lima 

variabel bebas dan satu variabel terikat, yaitu bukti fisik, keandalan, daya tanggap, 

jaminan dan empati berperan sebagai variabel bebas dan kepuasan pelanggan 

berperan sebagai variabel terikat. 

Penelitian ini dilakukan dengan metode survey terhadap pelanggan divisi 

servis PT. Karya Zirang Utama Isuzu Kudus dan dianalisis dengan regresi. Tahap 

pertama menguji validitas dan reliabilitas pertanyaan setiap variabel. Tahap 

kedua, meregresi variabel bukti fisik, keandalan, daya tanggap, jaminan dan 

empati terhadap kepuasan pelanggan. 

Hasil penelitian menunjukkan bahwa variabel bukti fisik, keandalan, daya 

tanggap, jaminan dan empati berpengaruh positif signifikan terhadap kepuasan 

pelanggan divisi servis PT. Karya Zirang Utama Isuzu Kudus. Perusahaan 

diharapkan membuat standar waktu pengingat pelanggan yang efektif dan 

mempertahankan kelengkapan peralatan servis serta ruang tunggu yang sudah 

baik sehingga dapat meningkatkan kepuasan pelanggan. 

 

Kata Kunci: bukti fisik, keandalan, daya tanggap, jaminan, empati dan kepuasan 

pelanggan. 
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ABSTRACT 

 

ANALYSIS OF EFFECT OF PHYSICAL EVIDENCE, RELIABILITY, 

RESPONSIVENESS, ASSURANCE AND POWER OF EMPATHY TO 

CUSTOMER SATISFACTION 
(CASE STUDY PT. KARYA ZIRANG UTAMA ISUZU KUDUS SERVICES DIVISION) 
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UNIVERSITAS MURIA KUDUS 

STUDY PROGRAM MANAGEMENT FACULTY OF ECONOMICS 

 

 

This study aimed to analyze the effect of the physical evidence, reliability, 

responsiveness, assurance and empathy for customer satisfaction service division 

of PT. Karya Zirang Utama Isuzu Kudus. Where the proposed five independent 

variables and the dependent variable, ie physical evidence, reliability, 

responsiveness, assurance and empathy serve as independent variables and 

customer satisfaction serves as the dependent variable. 

This research was conducted by survey method to the customer service 

division of PT. Karya Zirang Utama Isuzu Kudus and analyzed with regression. 

The first phase tested the validity and reliability questions for each variable. The 

second phase, regressed variable physical evidence, reliability, responsiveness, 

assurance and empathy for customer satisfaction. 

The results showed that the variables of physical evidence, reliability, 

responsiveness, assurance and empathy significant positive effect on customer 

satisfaction service division of PT. Karya Zirang Utama Isuzu Kudus. The 

company is expected to make a standard time reminder customer effective and 

maintain completeness of servicing equipment as well as a lounge area which has 

been good so as to improve customer satisfaction. 

 

Keywords: physical evidence, reliability, responsiveness, assurance, empathy and 

customer satisfaction 
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