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Abstrak
Penelitian ini bertujuan menganalisis pengaruh dimensi kualitas pelayanan yang meliputi Tangible, Reliability, Responsiveness, Assurance, dan Empathy terhadap kepuasan pelanggan BBM Pertamax di SPBU Pertamina Kota Bogor secara parsial dan simultan. Penelitian dilatarbelakangi oleh kesenjangan antara ekspektasi pelanggan terhadap layanan premium Pertamax dengan pelayanan di lapangan, terutama terkait antrean, integritas takaran, dan kualitas interaksi petugas. Penelitian menggunakan metode kuantitatif dengan pendekatan deskriptif asosiatif kausal. Data diperoleh melalui kuesioner daring kepada 130 responden menggunakan purposive sampling. Setelah eliminasi 19 data outlier, 111 responden dianalisis menggunakan SPSS dengan uji validitas, reliabilitas, asumsi klasik, regresi linear berganda, uji t, uji F, dan koefisien determinasi. Hasil penelitian menunjukkan Tangible tidak berpengaruh signifikan terhadap kepuasan pelanggan, sedangkan Reliability, Assurance, dan Empathy berpengaruh positif signifikan. Responsiveness berpengaruh negatif signifikan akibat service gap, sedangkan Empathy menjadi variabel paling dominan. Secara simultan, seluruh dimensi kualitas pelayanan berpengaruh signifikan terhadap kepuasan pelanggan dengan nilai R Square 0,932.
Kata kunci: Kualitas Pelayanan; Kepuasan Pelanggan; SERVQUAL; Pertamax; SPBU Pertamina.
Abstract
This study aims to analyze the effect of the service quality dimensions of Tangibles, Reliability, Responsiveness, Assurance, and Empathy on customer satisfaction with Pertamax fuel at Pertamina fuel stations in Bogor City, both partially and simultaneously. The study was motivated by the gap between customers’ expectations of premium Pertamax services and the actual services provided, particularly regarding queuing, fuel measurement accuracy, and staff interactions. This research employed a quantitative method using a causal associative descriptive approach. Data were collected through an online questionnaire from 130 respondents using purposive sampling. After eliminating 19 outlier responses, 111 valid responses were analyzed using SPSS. The results indicate that Tangibles have no significant effect on customer satisfaction, whereas Reliability, Assurance, and Empathy have positive and significant effects. Responsiveness has a negative and significant effect due to a service gap, while Empathy is the most dominant variable. Simultaneously, all service quality dimensions significantly affect customer satisfaction, with an R Square value of 0.932.
Keywords: Service Quality; Customer Satisfaction; SERVQUAL; Pertamax; Fuel Station.
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