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ABSTRAK 

 

 

PENGARUH KEANDALAN, DAYA TANGGAP, JAMINAN, EMPATI 

DAN BUKTI FISIK TERHADAP KEPUASAN PELANGGAN DIFABEL DI 

STASIUN TANGERANG 

 

Oleh: 

Muhammad Nuril Huda 

183112340240599 

Tugas akhir dibawah bimbingan Dr. Andini Nurwulandari, S.E., M.M. 

 

 Penyandang disabilitas memiliki hak yang sama dalam merasakan pelayanan 

publik dalam transportasi umum berbasis KRL. Penelitian ini bertujuan untuk 

mengetahui kepuasan pelanggan disabilitas dengan elemen kepuasan yang 

meliputi: Keandalan, daya tanggap, jaminan, empati dan bukti fisik terhadap 

kepuasan pelanggan difabel. Sehingga penelitian ini difokuskan pada pengaruh 

keandalan, daya tanggap, jaminan, empati dan bukti fisik terhadap kepuasan 

pelanggan difabel di stasiun Tangerang. Metode pengambilan sampel yang 

digunakan ialah Non-Probability Sampling dengan teknik Purposive sampling. 

Jenis penelitian ini menggunakan metode deskriptif kuantitatif dan analisis 

inferensial dengan menggunakan data primer dalam bentuk kuesioner tertutup 

kepada 100 responden dan data dianalisis menggunakan analisis regresi linier 

berganda. Hasil kesimpulan hipotesis dengan uji t diperoleh nilai signifikan pada 

variabel keandalan, daya empati, jaminan, empati dan bukti fisik terhadap kepuasan 

pelanggan. 

 

   

Kata Kunci: Keandalan, Daya Tanggap, Jaminan, Empati, Bukti Fisik, Kepuasan 

Pelanggan.
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ABSTRACT 

 

 

THE INFLUENCE OF RELIABILITY, RESPONSIBILITY, ASSURANCE, 

EMPATHY AND PHYSICAL EVIDENCE ON CUSTOMER SATISFACTION 

WITH DISABILITIES AT TANGERANG STATION 

 

 

By: 

Muhammad Nuril Huda 

183112340240599 

The Final Project Under the guidance of Dr. Andini Nurwulandari, S.E., M.M 

 

 Persons with disabilities have the same rights in experiencing public services 

in KRL-based public transportation. This study aims to determine customer 

satisfaction with disabilities with elements of satisfaction which include: 

Reliability, responsiveness, assurance, empathy and physical evidence of customer 

satisfaction with disabilities. So this research is focused on the effect of reliability, 

responsiveness, assurance, empathy and physical evidence on customer satisfaction 

with disabilities at the Tangerang station. The sampling method used is Non-

Probability Sampling with purposive sampling technique. This type of research uses 

descriptive quantitative methods and inferential analysis using primary data in the 

form of a closed questionnaire to 100 respondents and the data is analyzed using 

multiple linear regression analysis. The results of the conclusion of the hypothesis 

with the t test obtained significant values in the variables of reliability, empathy, 

assurance, empathy and physical evidence on customer satisfaction. 

 

 

Keywords: Reliability, Responsiveness, Assurance, Empathy, Physical Evidence, 

Customer Satisfaction. 
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