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ABSTRAK 

 
Meningkatnya kompetensi dan dinamika persaingan pada sektor jasa menuntut perusahaan 

untuk menciptakan keunggulan kompetitif melalui pemenuhan ekspektasi konsumen, di 

mana tingkat kepuasan pelanggan menjadi tolak ukur utama keberhasilan operasional. 

Kepuasan yang optimal terbukti mampu menstimulasi loyalitas, membangun citra positif, 

serta memicu rekomendasi berkelanjutan. 

Penelitian ini bertujuan untuk menguji dan membuktikan pengaruh fasilitas secara parsial, 

kualitas pelayanan secara parsial, serta pengaruh fasilitas dan kualitas pelayanan secara 

simultan terhadap tingkat kepuasan pelanggan di Gedung Grha Pertamina PT Patra Jasa. 

Melalui analisis ini, diharapkan dapat terungkap kontribusi nyata dari kelayakan sarana 

prasarana fisik dan mutu interaksi pelayanan staf di lapangan dalam membentuk 

kenyamanan serta loyalitas konsumen secara menyeluruh. 

Penelitian kuantitatif deskriptif asosiatif ini menganalisis 100 responden pengguna jasa di 

Gedung Grha Pertamina PT Patra Jasa menggunakan regresi linier berganda. Hasil uji 

simultan menunjukkan variabel fasilitas dan kualitas pelayanan berpengaruh signifikan 

terhadap kepuasan pelanggan dengan F hitung sebesar 53,880 (signifikansi kurang dari 

0,001). Secara parsial, kedua variabel juga berpengaruh signifikan (signifikansi kurang dari 

0,001) dengan t hitung fasilitas sebesar 6,985 sebagai faktor paling dominan dan t hitung 

kualitas pelayanan sebesar 6,926. Nilai Adjusted R Square sebesar 0,517 membuktikan 

bahwa kontribusi gabungan fasilitas dan kualitas pelayanan mampu menjelaskan 51,7% 

variasi tingkat kepuasan pelanggan. 

Kata kunci: Fasilitas, Kualitas Pelayanan, Kepuasan Pelanggan, Gedung Graha 

Pertamina 
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Thesis Tittle : The Influence Of Facilities And Service Quality On Customer 

Statisfaction In The Grha Pertamina Building Of PT. Patra 

Jasa 

 

ABSTRACT 

 
Increasing competence and competitive dynamics in the service sector demand companies 

to create a competitive advantage through the fulfillment of consumer expectations, where 

the level of customer satisfaction becomes the primary benchmark for operational success. 

Optimal satisfaction is proven capable of stimulating loyalty, building a positive image, 

and triggering sustainable recommendations. 

This study aims to examine and prove the partial effect of facilities, the partial effect of 

service quality, as well as the simultaneous effect of facilities and service quality on the 

level of customer satisfaction at Gedung Grha Pertamina PT Patra Jasa. Through this 

analysis, it is expected to reveal the actual contribution of the feasibility of physical 

infrastructure and the quality of staff service interactions in the field in shaping 

comprehensive consumer comfort and loyalty. 

This associative descriptive quantitative research analyzes 100 external visitor 

respondents at Gedung Grha Pertamina PT Patra Jasa using multiple linear regression. 

The simultaneous test results show that the facility and service quality variables 

significantly affect customer satisfaction with an F-value of 53.880 (significance less than 

0.001). Partially, both variables also have a significant effect (significance less than 

0.001), with the t-value for facilities at 6,985 as the most dominant factor and the t-value 

for service quality at 6,926. An R Square value of 0.517 proves that the combined 

contribution of facilities and service quality can explain 51.7% of the variance in the level 

of customer satisfaction. 

Keywords: Facilities, Service Quality, Customer Satisfaction, Grha Pertamina Building 
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