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ABSTRAK

Reneldis Daima, Fakultas Ekonomi, Program Sarjana, Pengaruh Kualitas
Pelayanan Terhadap Kepuasan Penumpang Bandara Haji Hasan
Aroeboesman Ende, Pembimbing I: Rafael Octavianus Byre,. SE.,M.Sc .
Pembimbing II: Lambertus Langga,SE.,Sc

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan
yaitukehandalan, daya tanggap, jaminan, empati dan bukti fisik terhadap kepuasan
penumpang Bandara Haji Hasan Aroeboesman Ende. Penelitian ini dilakukan di
Bandara Haji Hasan Aroeboesman Ende. Terdapat 96 sampel dalam penelitian ini.
Pengambilan sampel ini dilakukan menggunakan teknik non probability sampling,
teknik pengumpulan data yang digunakan yaitu penyebaran kuesioner, observasi
dan dokumentasi.

Hasil penelitian ini menunjukan bahwa kualitas pelayanan yang terdiri dari
(1) kehandalan ada pengaruh positif dan signifikan terhadap kepuasan penumpang
Bandara Haji Hasan Aroeboesman Ende. Dengan nilai t hitung sebesar 12.663> t
tabel 1,98667.(2) daya tanggap dengan nilai t hitung sebesar 8.288> t tabel
1,98667. (3) jaminan dengan nilai t hitung sebesar 4.751>1,98667. (4) empati
dengan nilai t hitung sebesar 6.881> t tabel 1,98667. (5) bukti fisik dengan nilai t
hitung sebesar 8.778>t tabel 1,98667 artinya t hitung > t tabel dan nilai signifikan
0,000<0,05.

Kata Kunci: Kualitas Pelayanan Dan Kepuasan Penumpang.
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ABSTRACT

Reneldis Daima , Faculty Economics , Undergraduate Program , Influence
Quality Service To Satisfaction Passenger Hasan Hajj Airport Aroeboesman
Ende , Advisor I: Rafael Octavianus Byre,SE., M.Sc Supervisor II:
Lambertus Langga, SE., M.Sc

Study This aim For know influence quality service i.e.reliability , power
responsiveness , assurance , empathy And proof physique to satisfaction
passenger Hasan Hajj Airport Aroeboesman Ende . Study This at Haji Hasan
Airport _ Aroeboesman Ende . There are 96 samples in study this . Taking sample
This done use technique non probability sampling, technique data collection used
that is deployment questionnaire , observation And documentation .

Results study This showing that quality service consisting _ of (1)
reliability There is influence positive And significant to satisfaction passenger
Hasan Hajj Airport Aroeboesman Ende . With t value count of 12,663> t table 1
.98667 . (2) power responsive with t value count of 8.288> t table 1.98667. (3)
guarantee with t value count of 4.751> 1.98667. (4) empathy with t value count of
6.881> t table 1.98667. (5) evidence physique with t value count equal to 8.778> t
table 1.98667 means t count > t table And score significant 0.000<0.05.

Keywords : Quality _ Service And Satisfaction Passenger .



xi

DAFTAR ISI

HALAMAN JUDUL .........................................................................................................i

LEMBAR PERSETUJUAN ............................................................................................ii

LEMBAR PENGESAHAN ........................................................................................... iii

LEMBAR PERNYATAAN KEASLIAN ......................................................................iv

MOTTO............................................................................................................................v

PERSEMBAHAN ...........................................................................................................vi

KATA PENGANTAR....................................................................................................vii

ABSTRAK ......................................................................................................................ix

ABSTRACT............................................................................................................x

DAFTAR ISI ...................................................................................................................xi

DAFTAR TABEL ............................................................................................................v

DAFTAR GAMBAR....................................................................................................xvi

BAB I PENDAHULUAN.................................................................................................1

1.1. Latar Belakang Masalah ..................................................................................1

1.2. Rumusan Masalah ...........................................................................................1

1.3. Tujuan Penelitian ..............................................................................................7

1.4. Manfaat Penelitian ...........................................................................................8

BAB II TINJAUAN PUSTAKA............................................................................9

2.1 Landasan Teori ...............................................................................................9

2.1.1. Kualitas Pelayanan .............................................................................9

2.1.1.1 Pengertian kualitas  Pelayanan ......................................................9

2.1.1.2 Pengertian Pelayanan.................................................................10

2.1.2 Indikator Kualitas Pelayanan.............................................................11

2.1.2.1 Kepuasan Penumpang ...................................................................11

2.1.2.2 Pengertian Kepuasan Penumpang................................................11

2.1.3 Faktor Yang Mempengaruhi Kepuasan Penumpang .........................12

2.1.3.2 Fasilitas ..........................................................................................13



xii

2.1.3.3 Standar Fasilitas Bandar Udara .....................................................14

2.1.3.4 - Penelitian Terdahulu ...................................................................15

2.1.3.5 Kerangka Pemikiran ......................................................................16

BAB III METODE PENELITIAN .....................................................................28

3.1 Jenis Penelitian.................................................................................................28

3.2 Lokasi Penelitian .............................................................................................28

3.3 Populasi dan Sampel ........................................................................................28

3.3.1 Populasi ................................................................................................28

3.3.2 Sampel ..................................................................................................28

3.4 Variabel Penelitian ..........................................................................................29

3.5 Definisi Operasional Variabel .........................................................................30

3.6 Jenis dan Sumber Data ....................................................................................32

3.6.1 Sumber Data ..........................................................................................32

3.6.2 Teknik Pengumpulan Data ....................................................................33

3.7 Pengukuran Instrumen Penelitian ....................................................................33

3.7.1 Uji Validitas...........................................................................................33

3.7.2 Uji Realibilitas.......................................................................................34

3.7.3 Uji Asumsi Klasik .................................................................................34

3.8 Uji Hipotesis.....................................................................................................35

BAB IV HASIL PENELITIAN DAN PEMBAHASAN....................................38

4.1 Gambaran Umum Lokasi Penelitian...............................................................38

4.1.1 Profil Perusahaan ..................................................................................38

4.1.2 Visi Dan Misi ........................................................................................39

4.1.3 Struktur Organisasi Bandar Udara Kelas II Haji Hasan Aroeboesman 40

4.1.4 Gambaran Umum Responden ...............................................................42



xiii

4.2 Pengukuran instrument penelitian..................................................................45

4.2.1 Uji validitas ...................................................................................45

4.2.2 Uji Reliabilitas ..............................................................................47

4.2.3 Uji Asumsi Klasik .........................................................................49

4.2.3.1 Uji Normalitas .......................................................................49

4.2.3.2 Uji Linieritas...........................................................................50

4.2.3.3 Uji Heteroskedastisitas ...........................................................51

4.3 Uji Hipotesis ...........................................................................................52

4.3.1 Hipotesis Pertama..........................................................................52

4.3.2 Hipotesis kedua ............................................................................53

4.3.3 Hipotesis ketiga ............................................................................55

4.3.4 Hipotesis keempat ........................................................................56

4.3.5 Hiptesis kelima .............................................................................57

4.4 Pembahasan Hasil Penelitian ..................................................................59

4.4.1 Pengaruh Kehandalan Terhadap Kepuasan Penumpang Bandara

Haji Hasan Aroeboesman Ende. ...................................................59

4.4.2 Pengaruh Daya Tanggap Terhadap Kepuasan Penumpang Bandara

Haji Hasan Aroeboeman Ende. ....................................................60

4.4.3 Pengaruh Jaminan Terhadap Kepuasan Penumpang Bandara Haji

Hasan Aroeboesman Ende ............................................................61

4.4.4 Pengaruh Empati Terhadap Kepuasan Penumpang Bandara Haji

Hasan Aroeboesman Ende ............................................................62

4.4.5 Pengaruh Bukti Fisik Terhadap Kepuasan Penumpang Bandara

Haji Hasan Aroeboesman Ende ....................................................63



xiv

BAB V PENUTUP................................................................................................66

5.1 Simpulan .........................................................................................................66

5.2 Saran ...............................................................................................................66

DAFTAR PUSTAKA...........................................................................................68

LAMPIRAN.



xv

DAFTAR TABEL

Tabel 1.1 Data lalulintas Bandar Udara Haji Hasan Aroeboesman Ende ..........6

Tabel 2.1.Ringkasan Penelitian Terdahulu .......................................................15

Tabel 3.1 Definisi Operasional Variabel...........................................................30

Tabel 4.1 Responden Berdasarkan Jenis Kelamin ............................................42

Tabel 4.2 Responden Berdasarkan Usia............................................................43

Tabel 4.3 responden berdasarkan pekerjaan .....................................................44

Tabel 4.4 Uji Validitas dan Reliabilitas ............................................................45

Tabel 4.5 Uji Normalitas ..................................................................................49

Tabel 4.6 Uji Linieritas ....................................................................................50

Tabel 4.7 Uji Heteroskedastisitas ....................................................................51

Tabel 4.8 Hasil Analisis Regresi Pengaruh Kehandalan Terhadap Kepuasan

Penumpang Bandara Haji Hasan Aroeboesman Ende ..........................52

Tabel 4.9 Hasil koefisien determinan Pengaruh Kehandalan Terhadap Kepuasan

Penumpang Bandara Haji Hasan Aroeboesman Ende ..........................53

Tabel 4.10 Hasil Analisis Regresi Pengaruh Daya Tanggap terhadap Kepuasan

Penumpang Bandara Haji Hasan Aroeboesman Ende ..........................54

Tabel 4.11 Hasil Analisis Regresi Pengaruh Jaminan Terhadap Kepuasan

Penumpang Bandara Haji Hasan Aroeboesman Ende ..........................55

Tabel 4. 12 Hasil Analisis Regresi Pengaruh Empati Terhadap Kepuasan

Penumpang Bandara Haji Hasan Aroeboesman Ende ..........................56

Tabel 4. 13 Hasil Analisis Regresi Pengaruh bukti fisik Terhadap Kepuasan

Penumpang Bandara Haji Hasan Aroeboesman Ende ..........................57



xvi

DAFTAR GAMBAR

Gambar 2.1 Kerangka Pemikiran......................................................................16

Gambar 4.1 Organisasi Bandar Udara Haji Hasan Aroeboesman ....................40

Gambar Digram 4.2 Data responden berdasarkan jenis kelamin......................43

Gambar  Diagram 4.3 Data Responden Berdasarkan Usia ...............................44

Gambar Digram 4.4 Data Responden Berdasarkan Pekerjaan..........................45


