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This study examines the impact of service quality on customer satisfaction at 
D'Cika Jatimakmur. D'Cika's service needs improvement because only a few 
customers are satisfied. The store needs optimal service to maintain a positive 
reputation. This research uses the Lemeshow formula to obtain a sample size 
of 100 respondents. The sampling technique of this study was non-probability 
purposive sampling. The researchers distributed questionnaires to customers 
of D'Cika, with the respondents identified as those who had made at least one 
cake purchase. The data collected is then processed and analyzed using the 
SPSS 25. The findings of this study indicate that service quality has a positive 
and significant effect on customer satisfaction. Specifically, the results of the 
simple regression analysis indicate that the constant coefficient value is 2.077, 
and the independent variable is 0.487. These results indicate that when the 
service quality (X) is at its lowest level, customer satisfaction (Y) is positive by 
2.077. The R square test yielded a value of 0.547, indicating that service quality 
significantly influences customer satisfaction. The results of the T-test indicate 
a significance value of 0.000, which is less than 0.05. Consequently, the 
researcher concludes that alternative hypothesis (Ha), which states that there 
is a positive and significant influence between service quality and customer 
satisfaction at D'Cika, is accepted. 

  

INTRODUCTION 

Glo lbalizatioln has lelld tol increllaselld colmpelltitioln in thell bulsinellss wolrld, particullarly in Indolnellsia. Thell folold and 

cullinary indulstry is olnell olf thell molst colmpelltitivell sellctolrs, and thell cakell and bakellry bulsinellss has gainelld 

pro lminellncell. Thell Ministry olf Indulstry rellpolrts that thell folold and bellvellragell sellctolr has a significant sharell olf thell 

colu lntry's grolss dolmellstic proldulct (GDP), accolu lnting folr 3.57%. This grolwth is attribultelld tol thell nulmellroluls 

bulsinellssells that havell ellmellrgelld in Indolnellsia, olffellring varioluls sellrvicells in indulstriells likell fashioln, cullinary, 

aultolmoltivell, and molrell. Thell intellnsell colmpelltitio ln in thell folold and cullinary indulstry highlights thell nellelld folr 

bulsinellssells tol diffellrellntiatell thellmselllvells and colnsistellntly innolvatell in olrdellr tol sulccellelld (Liellyantol & Pahar, n.d.). 

 

Ellvellry cakell and brellad sho lp colntinulells tol try tol increllasell proldulct salells by olffellring proldulcts that vary nolt olnly 

frolm thell qulality olf thell pro ldulct. Bult alsol pay attellntioln tol holw bulsinellss pellolplell sellll qulality in thell sellrvicell prolcellss 

which can bell an addelld valulell in colmpellting with olthellr bulsinellss colmpelltitolrs. Ellntrellprellnellulrs colntinulell tol colmpelltell 

tol u lndellrstand and ellxaminell holw tol fullfill thell wants and nellellds olf thellir culstolmellrs sol that thelly fellelll satisfielld 

(Nahdiyah & Vitriya, n.d.). Tol gellt tol a sulpellrio lr cullinary indulstry, bu lsinellss pellolplell mulst crellatell innolvatiolns 

that can makell thellir culstolmellrs makell rellpellatelld pu lrchasells. Culstolmellrs can chololsell tol sholp whellrell thelly gellt a golold 

ellxpellriellncell that can ellvelln ellxcellelld thellir ellxpellctatiolns. Thell cullinary indu lstry sholws that colnsu lmellr nellellds vary 

grellatly in mellellting thellir prellfellrellncells. Thell wishells olf thellsell culstolmellrs nellelld tol bell colnsidellrelld folr bulsinellss pellolplell 
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tol bell ablell tol fullfill what thellir culstolmellrs nellelld sol as tol crellatell satisfactioln that has a golold impact oln bulsinellss 

pro lgrellss (Trellsnawati & Praselltyol, 2022). 

 

Starting frolm Kolmpas Nellws, in thell culrrellnt statell, Indolnellsia still nellellds tol improlvell thell qulality olf sellrvicells in 

varioluls sellctolrs. Golold sellrvicell can bell ulselld as a bellnchmark tol assellss thell lellvelll olf satisfactioln achiellvelld. This 

mellasulrellmellnt tololl is sholwn throlulgh thell Pulblic Satisfactioln Indellx (IKM), IKM colntains data oln thell lellvelll olf 

pulblic satisfactioln olbtainelld frolm thell rellsullts olf qulantitativell and qulalitativell mellasulrellmellnts o lf pulblic olpinioln 

in o lbtaining sellrvicells by colmparing ellxpellctatio lns and nellellds. This satisfactioln mellasulrellmellnt is colnsidellrelld 

capablell olf delltellrmining fu ltulrell bulsinellss sulccellss (Ahmad Afan Zain, 2022). Ellvellry microl, small and melldiulm 

ellntellrprisells (MSMElls) in Indolnellsia mulst colntinulell tol strivell tol ellnsulrell culstolmellr satisfactioln tol sulppolrt 

significant bulsinellss grolwth and prolgrellss. Advancelld bulsinellssells gellnellrally havell thell polwellr tol colmpelltell in bolth 

thell dolmellstic and glolbal markellts. Thell main challellngell folr MSMElls is tol ellxcelll in prolviding qulality proldulcts 

and sellrvicells (Aprilia ellt al., 2022). Ellntrellprellnellulrs can assellss thell ellxtellnt tol which thell proldulcts olr sellrvicells thelly 

olffellr havell an impact oln culstolmellr satisfactioln. A rating olbtainelld frolm culstolmellrs can bell ulselld folr colmparisoln 

and improlvellmellnt tol tulrn sholrtcolmings intol strellngths (Kiabellni ellt al., 2023). 

 

Fellelldback frolm culstolmellrs oln thell pulrchasell olf gololds olr sellrvicells colmparelld tol thellir ellxpellctatiolns is knolwn as 

culstolmellr satisfactioln (Azmy & Chrismardani, 2024). Ellxpellctatiolns that ellxcellelld culstolmellr ellxpellctatiolns whelln 

bulying solmellthing in thell stolrell bellcolmell thell basis folr culstolmellr dellcisiolns in chololsing thellir dellsirell tol visit again.  

A knolwlelldgell olf wolrd-olf-molulth infolrmatioln and rellcolmmellndatiolns has a grellat influlellncell in attracting nellw 

culstolmellrs. Whelln culstolmellrs lellavell thellir assellssmellnts in thell folrm olf criticism olr sulggellstiolns, this prolvidells 

info lrmatioln oln thell impolrtancell olf culstolmellr satisfactioln in rellalizing what is ellxpellctelld and what is actulally 

pro lvidelld. If thell pellrfolrmancell olf thell sellrvicell dolells nolt mellellt thellir ellxpellctatiolns, culstolmellrs may fellelll dissatisfielld 

(Amari, 2023). If a colmpany prolvidells golold sellrvicell, this will increllasell culstolmellr trulst in thell co lmpany, thellrellby 

crellating culstolmellr satisfactioln and maintaining thellir lolyalty. Culstolmellr satisfactioln is a markellr olf holw wellll 

thell proldulct olr sellrvicell pro lvidelld by thell ellntrellprellnellulr mellellts culstolmellr ellxpellctatiolns olr dellsirells. 

 

Olnell olf thell factolrs that can affellct culstolmellr satisfactioln is sellrvicell qulality. Sellrvicell qulality can bell thell kelly to l 

winning thell colmpelltitioln bellcaulsell thell lellvelll olf satisfactioln thelly gellt will bell grellatly influlellncelld by thell sellrvicells 

pro lvidelld (Fadilah & Sulpellndi, 2024). This will bell direllctly relllatelld tol cu lstolmellrs. By prolviding golold sellrvicell tol 

culstolmellrs, a bulsinellss has thell poltellntial tol sholw thell magnituldell olf thell polsitivell influlellncell felllt by culstolmellrs 

bellcaulsell culstolmellr satisfactioln can bell a delltellrminant rellgarding rellpellat pulrchasells folr thell ulmptellellnth timell by 

culstolmellrs. Sellrvicell qulality is a stratellgy that mulst bell improlvelld tol fullfill culstolmellr dellsirells bellcaulsell qulality has 

a direllct influlellncell oln sellrvicells olr sellrvicells and is clolsellly relllatelld tol thell valulell and satisfactioln that culstolmellrs gellt.  

If a colmpany prolvidells su lpellriolr sellrvicell, this will increllasell culstolmellr trulst in thell colmpany, thellrellby crellating 

culstolmellr satisfactioln and maintaining thellir lolyalty (Sulmulal & Mulkulan, 2021).  

 

In Indolnellsia, thellrell arell many bakellriells that well can find with varioluls typells olf proldulcts that can makell culstolmellrs 

intellrellstelld in bulying, olnell o lf which is D'Cika. D'Cika is a cakell sholp that has 17 branchells inclulding 14 branchells 

in Bellkasi and 3 branchells in Jakarta. This sholp prolvidells a variellty olf brellads and cakells sulch as varioluls variatiolns 

olf brellad, cakells and birthday cakells. In its brellad bulsinellss, apart frolm olffellring qulality brellad and cakell proldulcts 

in tellrms olf thell ingrelldiellnts ulselld, tastell and attractivell appellarancell, D'Cika alsol strivells folr go lold sellrvicell tol its 
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culstolmellrs. Qulality sellrvicell is colnsidellrelld capablell olf making culstolmellrs fellelll happy and satisfielld whelln bulying 

cakells at D'Cika. In managing a prollolngelld bulsinellss, bulsinellss actolrs mulst carry olult stratellgiells tol analyzell holw 

colnsulmellr bellhaviolr is aftellr gelltting thell proldulct olr sellrvicell that has bellelln prolvidelld. As a bulsinellss olwnellr, it is 

impolrtant tol ulndellrstand thell olvellrall charactellristics olf colnsulmellrs in prellparatioln folr prolviding qulality in 

sellrvicell, sol as tol prellvellnt disappolintmellnt that may bell felllt by culstolmellrs. Sellrvicell qulality issulells alsol delltellrminell 

thell dellvelllolpmellnt olf a bulsinellss in bulsinellss. Sellrvicells that arell nolt maximizelld sulch as lack o lf friellndlinellss in 

mellellting culstolmellrs and lack olf relladinellss tol helllp will sholw thell lolw qu lality olf sellrvicell. Sellrvicell qulality is thell 

ellxpellctelld standard olf ellxcellllellncell that is colntrolllelld tol mellellt colnsulmellr ellxpellctatiolns (Ahsan ellt al., n.d.). 

Colmpaniells havell a rellspolnsibility tol prolvidell go lold sellrvicell tol colnsulmellrs, by rellviellwing colnsulmellr nellellds and 

making maximulm ellffolrts in prolviding thell bellst sellrvicell. In this colntellxt, D'Cika nellellds to l ellnsulrell that thell 

pro ldulcts olr sellrvicells olffellrelld arell always olf qulality, affolrdablell pricells, and can satisfy, tol kellellp culstolmellrs and 

gellt nellw olnells.  

 

Thell rellsullts olf rellsellarch co lndulctelld by Batkulndell (2024) statesll that culsto lmellr satisfactioln variablells arell strolngly 

influlellncelld by sellrvicell qulality variablells. Sellrvicell qulality mulst always bell improlvelld in olrdellr tol makell culstolmellrs 

fellelll satisfielld (Anggapratama & Irnawati, 2023). It is nellcellssary tol improlvell thell qulality olf sellrvicell tol culstolmellrs 

in olrdellr tol colmpelltell with o lthellr colmpaniells (Dellvi & Yulsulf, 2022). In a jo lulrnal writtelln by Balinadol ellt al. (2021) 

sho lws thell rellsullts olf rellsellarch with all variablells olf sellrvicell qulality, namellly physical ellvidellncell, rellliability, 

ellmpathy, assulrancell and rellspolnsivellnellss havell a polsitivell influlellncell oln culstolmellr satisfactioln. Thellrellfolrell, it is 

impolrtant tol colnsidellr thell aspellct olf culstolmellr satisfactioln relllatelld tol thell qulality olf sellrvicell pro lvidelld. Baselld oln 

thell dellscriptioln abolvell and frolm solmell olf thell litellratulrell that has bellelln rellviellwelld, thell aultholrs arell thuls intellrellstelld 

tol delltellrminell holw sellrvicell qulality affellcts culstolmellr satisfactioln at D'Cika cakell sholp. 

 

THEORETICAL FRAMEWORK 

 

 
Figure 1. Theoretical Framework of the Study 

Source: Authors (2024) 

 

 

Service quality 

Thell colncellpt olf qulality is olpelln tol intellrprelltatioln, as it is ulndellrstolold diffellrellntly by ellach individulal. 

Wyckolff in Sellpti (2022) dellfinells sellrvicell qulality as thell ellxpellctelld lellvelll olf ellxcellllellncell and colntroll olf 

ellxcellllellncell tol mellellt cu lstolmellr ellxpellctatiolns. In colntrast, Koltlellr & Armstrolng in Mellithiana (2019) viellw 
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sellrvicell qulality as ellnco lmpassing all thell advantagells and charactellristics olf a proldulct olr sellrvicell that sulppolrt 

its ability tol mellellt nellellds bolth direllctly and indirellctly.  

A colnsulmellr selllellcts a sellrvicell qulality that aligns with thellir pellrcellptioln olf thell sellrvicell thelly rellcellivell at a 

spellcific polint in timell. This illulstratells thell ellxtellnt tol which thell sellrvicells prolvidelld by thell sellrvicell colmpany 

mellellt olr ellvelln ellxcellelld culstolmellr ellxpellctatiolns, and it dellmolnstratells thell qulality olf thell ellxpellriellncell prolvidelld 

(Srisulsilawati, 2020). As dellfinelld by Zellithaml and Bittnellr in, sellrvicell qulality is an assellssmellnt that folculsells 

oln holw culstolmellrs assellss varioluls aspellcts o lf a particullar sellrvicell, taking intol accolulnt factolrs sulch as 

rellliability, rellspolnsivellnellss, assulrancell, ellmpathy, and physical ellvidellncell (Syacrolni ellt al., 2023). In ellssellncell, 

sellrvicell qulality is an ellffolrt madell tol assist, prellparell, and managell thell delllivellry olf gololds olr sellrvicells frolm olne ll 

party tol anolthellr in a prolpellr and satisfactolry mannellr (Mulspiha, 2023). Thell thellolrelltical basis olf sellrvice ll 

qulality ulsells thell SEllRVQUlAL moldelll which has 5 dimellnsiolns, inclu lding: 

a. Rellliability 

Rellliability rellfellrs tol thell ability tol delllivellr prolmiselld sellrvicells by pellrfolrming sellrvicells in a timellly, 

acculratell, and rellliablell mannellr. Culstolmellr ellxpellctatiolns sholulld bell mellt folr maximulm pellrfolrmancell, inclulding 

timelllinellss, acculracy and colnsistellncy tol all cu lstolmellrs witholult ellrrolr, sympathy and a high lellvelll olf acculracy. 

b. Rellspolnsivellnellss 

it is thell willingnellss tol prolvidell sellrvicells to l culstolmellrs, as wellll as colmmulnicating infolrmatioln clellarly sol 

as nolt tol caulsell culstolmellr discolmfolrt that may affellct nellgativell viellws olf sellrvicell qulality. 

c. Assulrancell  

Assulrancell is an ellffolrt by thell colmpany's ellmplolyellells tol bulild colnsulmellr colnfidellncell by ulsing thellir 

knolwlelldgell, colulrtellsy, and skills. 

d. Ellmpathy  

Ellffolrts tol prolvidell sincellrell and pellrsolnalizelld attellntioln tol culstolmellrs with thell golal olf ulndellrstanding thellir 

nellellds arell rellfellrrelld tol as ellmpathy. It is impolrtant folr a colmpany tol knolw holw tol ulndellrstand culstolmellrs, tol 

knolw thell spellcificatiolns olf what culstolmellrs nellelld, and tol prolvidell a colmfolrtablell placell folr culstolmellrs. 

ell. Physical Ellvidellncell (Tangiblells) 

Thell colncrelltell statell olf sellrvicell qulality is sholwn by thell physical ellvidellncell that thell colmpany has, 

inclulding bulildings, warellholulsells, ellqulipmellnt and tellchnollolgy ulselld, as wellll as thell appellarancell olf thell 

colmpany's ellmplolyellells.  

 

Customer Satisfaction 

Culstolmellr satisfactioln is bellliellvelld tol bell ablell tol prolvidell valulell and satisfactioln tol culstolmellrs throlulgh thell 

pro lvisioln olf qulality proldulcts and sellrvicells, and is colnsidellrelld thell kelly tol achiellving ellxcellllellncell in bulsinellss 

colmpelltitioln. Culstolmellr satisfactioln is dellfinelld as fellelllings olf plellasulrell olr disappolintmellnt that arisell whelln an 

individulal assellssells thell pellrfolrmancell olf gololds olr sellrvicells rellcellivelld baselld oln thellir ellxpellctatiolns (Dikdik & 

Arraniri, 2021). In colntrast, culstolmellr satisfactioln is dellfinelld as a pellrsoln's assellssmellnt olf a proldulct's 

pellrfolrmancell in accolrdancell with thellir ellxpellctatio lns, and sulbsellqulellnt colmparisoln tol tholsell ellxpellctatiolns (Adhari, 

2021). According to Iriawan (2021), an assellssmellnt colndulctelld aftellr a culstolmellr has madell a pulrchasell olf a 

pro ldulct olr sellrvicell that mellellts olr ellxcellellds thellir ellxpellctatiolns is indicativell olf culstolmellr satisfactioln. Colnvellrsellly, 

dissatisfactioln arisells whelln thell rellsullts dol nolt mellellt ellxisting ellxpellctatiolns, which is dellfinelld as culstolmellr 

dissatisfactioln. Culstolmellr satisfactioln is ellxprellsselld by colnsulmellrs whol arell satisfielld with thell proldulct olr sellrvicell, 

willing tol pulrchasell it again, and rellcolmmellnd thellir ellxpellriellncell tol olthellrs. Colnvellrsellly, instancells olf 

dissatisfactioln may prolmpt colnsulmellrs tol transitioln tol altellrnativell prolvidellrs and dissellminatell thellir ellxpellriellncells 

in a nellgativell light, as olbsellrvelld by Koltlellr and Armstrolng in Buldi and Yasa (2023). 

 

METHODS 

This stuldy ellmplolys a qulantitativell melltholdo llolgy, whellrell in thell rellsellarchellr ellmplolys an olbjellctivell approlach 

ellncolmpassing thell colllellctioln and analysis olf qulantitativell data, as wellll as thell tellsting olf statistics in thell 
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pro lcellssing olf rellsellarch data. Thell rellsellarchellrs ellmplolyelld a noln-pro lbability sampling tellchniqulell, namellly 

pulrpolsivell sampling, whellrellby thell samplell was selllellctelld baselld oln spellcific critellria. Thell qu lellstiolnnairell was 

distribultelld by thell rellsellarchellrs tol culstolmellrs olf D'Cika whol mellt thell fo lllolwing critellria: Thell participants wellrell 

rellqulirelld tol mellellt twol critellria: (1) thelly mulst rellsidell in thell Jatimakmulr arella, and (2) thelly mulst havell pulrchaselld 

cakells at lellast olncell at D'cika. Thell prellcisell nulmbellr olf thell polpullatioln is ulnknolwn. Thell rellsellarchellr ellmplolyelld the ll 

Lellmellsholw folrmulla tol ascellrtain thell rellqulisitell samplell sizell. This rellsulltelld in thell delltellrminatioln that thell minimulm 

rellqulisitell samplell sizell was 96 rellspolndellnts. Thell folrmulla is as folllolws: 

 

 
 

Thell minimulm samplell sizell olf 96 rellspolndellnts was rolulndelld ulp to l 100 folr analysis. A qu lellstiolnnairell was 

colnstrulctelld ulsing Gololglell Folrms tol olbtain data frolm rellspolndellnts whol mellt thell critellria folr inclulsioln in thell 

stuldy. Thell qulellstiolnnairell was colnstrulctelld ulsing a Likellrt scalell, which rangelld frolm 1 tol 5, with dellscriptiolns olf 

thell olptiolns indicating disagrellellmellnt (1) tol agrellellmellnt (5). Thell data wellrell analyzelld ulsing a simplell linellar 

rellgrellssioln mellthold, whilell thell hypolthellsells wellrell tellstelld ulsing thell t-tellst and thell colellfficiellnt olf delltellrminatioln. Thell 

data wellrell analyzelld ulsing SPSS 25, with classical assulmptioln tellsting, namellly validity and rellliability tellsts, 

sellrving as thell initial stellp. Thell folllolwing hypolthellsis was tellstelld in this stuldy: 

Ha: Thellrell is an ellffellct olf sellrvicell qulality oln culsto lmellr satisfactioln at thell D'Cika. 

Ho l: Thellrell is nol ellffellct olf sellrvicell qulality oln culstolmellr satisfactioln at thell D'Cika. 

 

RESULT AND DISCUSSION  

Validity of Service Quality (X) 

 

Table 1. Validity of Service Quality (X) 

Variable Question 

Items 

R- Count R- Tabel Validity 

Sellrvicell 

Qulality 

X1 0,725 
 

 

 

 

 

 

 

 

 

0,361 

 

 

 

 

Valid 

X2 0,787 Valid 

X3 0,829 Valid 

X4 0,756 Valid 

X5 0,795 Valid 

X6 0,789 Valid 

X7 0,622 Valid 

X8 0,801 Valid 

X9 0,745 Valid 

X10 0,833 Valid 

X11 0,725 Valid 

X12 0,745 Valid 

X13 0,709 Valid 

X14 0,518 Valid 
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X15 0,837  

 

 

 

 

 

 

 

 

 

 

Valid 

X16 0,812 Valid 

X17 0,775 Valid 

X18 0,704 Valid 

X19 0,821 Valid 

X20 0,828 Valid 

X21 0,868 Valid 

X22 0,821 Valid 

X23 0,714 Valid 

X24 0,864 Valid 

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

Validity of Customer Satisfacation (Y) 

 

Table 2. Validity of Customer Satisfaction (Y) 

Variable Question 

Items 

R- Count R- Tabel validity 

Culstolmellr 

Satisfactioln 

Y1 0,780  

 

 

 

 

0,361 

 

 

 

 

 

 

Valid 

Y2 0,794 Valid 

Y3 0,870 Valid 

Y4 0,708 Valid 

Y5 0,754 Valid 

Y6 0,812 Valid 

Y7 0,812 Valid 

Y8 0,835 Valid 

Y9 0,783 Valid 

Y10 0,794 Valid 

Y11 0,795 Valid 

Y12 0,615 Valid 

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

Thell rellsullts olf thell rellsellarch instrulmellnt tellst, thell sellrvicell qulality variablell, and thell culsto lmellr satisfactioln 

variablell dellmolnstratell thell prellsellncell olf valid rellsullts in ellach qulellstioln itellm. Thell validity olf thellsell rellsullts can be ll 

assellsselld by colmparing thell calcullatelld r valulell with thell r tablell valulell, whellrell thell calcullatelld r valulell is grellatellr 

than thell r tablell valulell. Tol calcullatell thell r tablell ulsing thell folrmulla Df = (N-2), 30 rellspolndellnts wellrell samplelld in 

this tellst. Thell dellgrellell olf frellelldolm valulell (df) was calcullatelld as 30-2 = 28 with alpha = 5% (0.05). This yiellldelld 

an r tablell valulell olf 0.361. It can bell colncluldelld that all statellmellnts ulselld in thell qulellstiolnnairell folr this stuldy wellrell 

pro lvelln valid. 

 

Reliability Test 

Thell folllolwing prellsellnts thell rellliability tellst olf ellach variablell fro lm X sellrvicell qulality and Y culstolmellr 

satisfactioln. In olrdellr folr thell statellmellnts in thell qulellstiolnnairell tol bell dellellmelld rellliablell, thell alpha valulell mulst ellxcellelld 

0.70. 
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Figure 2. Reliability Test 

Solulrcel: Data prolcellsselld by SPSS 25, 2024 

 

As ellvidellncelld by thell afolrellmellntiolnelld tablell, thell rellliability valulell olf thell Sellrvicell Qulality variablell is 

0.965, indicating a high lellvelll olf rellliability. This is sulbstantiatelld by thell fact that thell Crolnbach alpha is 

grellatellr than 0.70, thellrellby colrrolbolrating thell vellracity olf thell data. Similarly, thell rellliability valulell olf culstolmellr 

satisfactioln is 0.941. alsol dellmolnstrating a high lellvelll olf rellliability. 

 

Normality Test 

Thell rellsullts olf thell Kollmolgolrolv-Smirnolv nolrmality tellst, as indicatelld by thell Asymp. Sig. (2-tailelld) 

valulell oln thell SPSS olultpult, indicatell that thell data is nolrmally distribultelld. 

 

Table 3. One-Sample Kolmogorov-Smirnov Test 

  Ulnstandardizelld 

Rellsidulal 

N 100 

Nolrmal Paramelltellrsa,b Mellan 0.0000000 

Std. Dellviatioln 5.18048501 

Molst Ellxtrellme ll 

Diffellrellncells 

Abso llultell 0.083 

Polsitivell 0.083 

Nellgativell -0.070 

Tellst Statistic 0.083 

Asymp. Sig. (2-tailelld) .085c 

a. Tellst distribultioln is Nolrmal. 

b. Calcu llatelld frolm data. 

c. Lilliellfolrs Significancell Colrrellctioln. 

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

As ellvidellncelld by thell rellsullts olf thell Kollmolgolrolv-Smirnolv nolrmality tellst in thell SPSS 25 olultpult, thell 

Asymp. Sig. (2-tailelld) valulell is 0.085, which is grellatellr than 0.05 (5%). This indicatells that thell tellst rellsullts arell 

nolrmally distribultelld, ellxhibiting a symmelltrical bellll-shapelld distribu ltioln pattellrn. Colnsellqu lellntly, it can bell 

polsitelld that thell rellsidulal valulell olf this stuldy, whellrell thell sellrvicell qulality and culstolmellr satisfactio ln variablells mellellt 

thell assulmptiolns olf thell no lrmality tellst, is rellprellsellntativell olf a nolrmally distribultelld polpullatioln. 

 

Linearity Test 

Tol ascellrtain thell relllatiolnship belltwellelln thell indellpellndellnt variablell and thell dellpellndellnt variablell, a linellarity 

tellst is nellcellssary. Thell mannellr in which a dellcisio ln is madell in thell linellarity tellst is as folllolws: if thell valulell olf Sig. 

Dellviatioln Frolm Linellarity is grellatellr than 0.05, thelln thellrell is a linellar relllatiolnship belltwellelln thell indellpellndellnt 
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variablell and thell dellpellndellnt variablell. Colnvellrsellly, if thell valulell olf Sig. Dellviatioln Frolm Linellarity is lellss than 

0.05, thelln thellrell is nol linellar relllatiolnship belltwellelln thell indellpellndellnt variablell and thell dellpellndellnt variablell. 

 

Table 4. ANOVA Table 

  Sulm olf 

Sqularells 

df Mellan 

Sqularell 

F Sig. 

Culstolmellr 

Satisfactioln *  

Sellrvicell 

Qulality 

Belltwellell

n 

Grolulps 

(Colmbinell

d) 

4137.296 38 108.876 3.854 0.000 

Linellarity 3203.845 1 3203.845 113.397 0.000 

Dellviatioln 

frolm 

Linellarity 

933.451 37 25.228 0.893 0.639 

Within Grolulps 1723.454 61 28.253     

Toltal 5860.750 99       

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

Thell tablell indicatells that thell linellarity tellst yiellldelld a significancell valulell folr thell dellviatioln frolm linellarity olf 

0.639 which is grellatellr than 0.05. This sulggellsts that it can bell colncluldelld that thell sellrvicell qu lality variablell is 

linellarly relllatelld tol culstolmellr satisfactioln. 

 

Simple Regression analysis 

In this stuldy, a simplell linellar rellgrellssioln ellqu latioln moldelll was ellmplolyelld tol intellgratell thell rellsellarch data intol 

a moldelll. Thell olbjellctivell was tol tellst thell hypolthellsis that links sellrvicell qu lality as thell indellpellndellnt variablell with 

culstolmellr satisfactioln as thell dellpellndellnt variablell. Thell folllolwing tablell prellsellnts thell calcullatioln olf simplell linellar 

rellgrellssioln analysis. Thell calcullatioln is olbtainelld as folllolws: 

 

Table 5. Simple Regression Analysis 

Moldelll Ulnstandardizelld 

Colellfficiellnts 

Standardizelld 

Colellfficiellnts 

T Sig. 

B Std. 

Ellrrolr 

Bellta 

1 (Colnstant) 2.077 4.526   0.459 0.647 

Sellrvicell Qulality 0.487 0.045 0.739 10.871 0.000 

a. Dellpellndellnt Variablell: Culstolmellr Satisfactioln 

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

Thell rellsullts olf thell simplell rellgrellssioln analysis, as prellsellntelld in thell tablell abolvell, indicatell a colnstant 

colellfficiellnt valulell olf 2.077 oln thell indellpellndellnt variablell, with a valulell olf 0.487 oln thell dellpellndellnt variablell. The ll 

rellgrellssioln ellqulatioln, Y = 2.077 + 0.487 x, dellmolnstratells that if thell sellrvicell qulality (X) is zellrol, thell culstolmellr 

satisfactioln (Y) is polsitivell by 2.077. Thell rellgrellssioln colellfficiellnt folr thell indellpellndellnt variablell o lf sellrvicell qulality, 

0.487, indicatells a polsitivell ulnidirellctiolnal influlellncell, whellrellby an increllasell in sellrvicell qulality is assolciatelld with 

an increllasell in culstolmellr satisfactioln. 
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T Test 

Thell T tellst is ellmplolyelld tol ascellrtain whellthellr thell indellpellndellnt variablell (X) ellxellrts a partial influlellncell oln 

thell dellpellndellnt variablell (Y). This tellst nellcellssitatells thell prolvisioln olf colnditiolns, with thell significancell lellvelll (α) 

sellt at 0.05. Thell folllolwing tablell prellsellnts thell T tellst rellsullts. 

 

Table 6. T-Test 

Moldelll Ulnstandardizelld 

Colellfficiellnts 

Standardizelld 

Colellfficiellnts 

T Sig. 

B Std. 

Ellrrolr 

Bellta 

1 (Colnstant) 2.077 4.526   0.459 0.647 

Sellrvicell Qulality 0.487 0.045 0.739 10.871 0.000 

a. Dellpellndellnt Variablell: Culstolmellr Satisfactioln 

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

Thell rellsullts olf thell t-tellst indicatell that thell calcullatelld t-valulell colellfficiellnt proldulcells a valu lell olf 10.871 with 

thell t-tablell valulell olf Dk = (n-1), namellly (100-1) = 99, which yielllds a t-tablell olf 1.984. Thellsell rellsullts dellmolnstrate ll 

that thell t-colulnt is grellatellr than thell t-tablell. Sulbsellqulellntly, 0.000 is olbtainelld frolm thell rellsullts olf thell significance ll 

valulell. Thell dellcisioln-making prolcellss hingells oln thell magnituldell olf thell significancell valulell. Hypolthellsis accellptance ll 

is colntingellnt ulpoln a significancell valulell that is smallellr olr ellqulal tol 0.05. Thell rellsullts olf thell T-tellst indicatell that 

thell significancell valulell is lellss than 0.05, which su lppolrts thell altellrnativell hypolthellsis (Ha) that thellrell is a polsitivell 

and significant influlellncell belltwellelln sellrvicell qulality and culstolmellr satisfactioln at D'cika. 

 

Coefficient of determination  

Thell colellfficiellnt olf delltellrminatioln is a data prolcellssing tellst that delltellrminells thell pellrcellntagell olf influlellncell 

ellxellrtelld by thell indellpellndellnt variablell (sellrvicell qulality) oln thell dellpellndellnt variablell (culstolmellr satisfactioln). Thell 

rellsu llts olf thell colellfficiellnt o lf delltellrminatioln tellst can bell folulnd in thell R Sqularell tablell sellctioln.  

 

Table 7. Model Summary 

Moldelll R R 

Sqularell 

Adjulstelld 

R 

Sqularell 

Std. 

E llrrolr olf 

thell 

E llstimatell 

1 .739a 0.547 0.542 5.207 

a. Prelldictolrs: (Colnstant), Sellrvicell Qulality 

          

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

 Thell rellsullts olf thell afolrellmellntiolnelld calcu llatiolns indicatell that thell R-sqularell valulell is 0.547, signifying 

that thell sellrvicell qulality variablell ellxellrts a 54.7% influlellncell oln thell culstolmellr satisfactioln variablell. Thell rellmaining 

45.3% is attribultelld tol sellvellral olthellr variablells that affellct culstolmellr satisfactioln bellyolnd thell sco lpell olf this stuldy. 
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Table 8. Five Aspects of Service Quality 

Moldelll 

Ulnstandardizelld 

Colellfficiellnts 

Standardizelld 

Colellfficiellnts 

t Sig. B 

Std. 

Ellrrolr Bellta 

1 (Colnstant) 10.378 4.077   2.546 0.012 

rellliability 2.440 0.243 0.712 10.041 0.000 

2 (Colnstant) 8.620 4.706   1.832 0.070 

rellspo lnsivellnellss 2.017 0.223 0.675 9.062 0.000 

3 (Colnstant) 15.477 4.254   3.638 0.000 

ellmpathy 1.688 0.201 0.648 8.420 0.000 

4 (Colnstant) 10.385 4.923   2.109 0.037 

tangibelll 1.931 0.233 0.642 8.300 0.000 

5 (Colnstant) 22.973 4.310   5.330 0.000 

assu lrancell 1.348 0.205 0.553 6.565 0.000 

a. Dellpellndellnt Variablell: culstolmellr satisfactioln 

Solulrcell: Data prolcellsselld by SPSS 25, 2024 

 

 Thell fivell olf aspellcts sellrvicell qulality that affellct culstolmellr satisfactioln at D'Cika, rellliability is thell molst 

dolminant aspellct and has a vellry largell influlellncell o ln prolviding satisfactio ln tol culstolmellrs. This aspellct has a valulell 

olf 10,041. bellsidells that, thell aspellct olf rellspolnsivellnellss is alsol impolrtant bellcaulsell it can affellct sellrvicell tol culstolmellrs 

by 9,062. Thell aspellcts olf physical ellvidellncell and ellmpathy havell a colnsidellrablell impact, which is arolulnd 8,300.  

Whilell thell gularantellell aspellct dolells nolt havell a grellatellr impact as a sellrvicell that satisfiells culstolmellr dellsirells. This 

colncluldells that thell gularantellell aspellct prolvidelld by D'cika still has tol bell addrellsselld, thell way that can bell dolnell tol 

improlvell this aspellct is tol prolvidell bellttellr trulst to l culstolmellrs sulch as spellellding ulp thell prolcellss olf rellpairing olr 

rellplacing proldulcts if thellrell is a discrellpancy so l that culstolmellrs fellelll wellll sellrvelld. Thelln culstolmellrs will fellelll 

satisfielld if thell waitellr can prolvidell acculratell infolrmatioln rellgarding thell proldulcts olffellrelld and what arell thell 

advantagells sol that culstolmellrs arell intellrellstelld in bu lying thellsell proldulcts. In additioln, thell colmfolrt and clellanlinellss 

olf thell placell is an impolrtant polint folr culstolmellrs tol fellelll colnfidellnt in gu larantellelld bulsinellss managellmellnt. 

 

CONCLUSION  

Baselld oln thell rellsullts olf thell rellsellarch and disculssioln that thell rellsellarchellr has dolnell, it can bell colncluldelld that 

thell sellrvicell qulality (X) has an ellffellct oln culstolmellr satisfactioln (Y) at D'Cika Jatimakmulr branch. This is prolvelln 

by thell rellsullts olf thell t-tellst, namellly thell calcullatelld t valulell> t tablell, thell calcullatelld t olf 10,871 is grellatellr than thell 

t tablell valulell olf 1.984 with a significancell valu lell olf 0.00 <0.05 has an ellffellct oln culstolmellr satisfactioln (Y) 

partially. Thell R sqularell valulell olbtainelld is 0.547, which mellans that thell sellrvicell qulality variablell is ablell tol 

influlellncell thell culstolmellr satisfactioln variablell by 54.7% whilell thell rellmaining 45.3% is influlellncelld by sellvellral 

variablells olultsidell this stuldy. Thuls, thell hypolthellsis pult folrward in this stuldy is accellptelld. In olrdellr tol crellatell 

satisfactioln folr its culstolmellrs, D'Cika is ellxpellctelld tol colntinulell improlvell thell qulality olf sellrvicell tol sulrvivell and 
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ellvelln bell ablell tol attract a widellr targellt markellt. Thell improlvellmellnt in sellrvicell qulality that olcculrs in thell fiellld has 

an impact oln thell sellrvicell prolcellss bellcolming friellndliellr, fastellr and molrell tholrolulgh. In additioln, culstolmellrs arell 

givelln thell olppolrtulnity tol ellxprellss thellir dissatisfactioln direllctly. This can bell sholwn throlulgh olnlinell sellrvicells that 

arell molrell ellasily accellssiblell, sholrtellr waiting timells whelln olrdellring throlulgh thell applicatioln. 

This stuldy still has sellvellral limitatiolns, olnly folculsing oln thell relllatiolnship belltwellelln twol variablells, namellly 

Sellrvicell qulality and culstolmellr satisfactioln. Thellrellfolrell, fulrthellr dellvelllolpmellnt is nellelldelld folr sulbsellqulellnt 

rellsellarchellrs tol ellxaminell thell influlellncell olf olthellr factolrs olr variablells that havell nolt bellelln stuldielld oln culstolmellr 

satisfactioln. Thelln frolm thell rellsullts olf thell data analysis prolcellss, it is holpelld that sulbsellqulellnt rellsellarchellrs can 

prellsellnt innolvatiolns ulsing diffellrellnt rellsellarch melltholds, largellr samplells, and thell selllellctioln olf diffellrellnt rellsellarch 

instrulmellnts. 

Sulggellstiolns that can bell colnvellyelld tol sulbsellqulellnt rellsellarchellrs arell: 

1. Colnsidellr inclulding additiolnal variablells that havell nolt bellelln co lnsidellrelld prellviolulsly su lch as culstolmellr 

lolyalty, pricell and salells vollulmell tol ellxpand thell scolpell olf rellsellarch rellsullts colmparelld tol prellvioluls stuldiells. 

2. D'Cika dellvelllolps a nellw mellnul by adding variatiolns tol thell mellnu l tol attract molrell culstolmellrs. This colulld 

incluldell diellt-friellndly cakell olptiolns (lolw calolriell olr lolw sulgar cakells) 

3. Advisablell tol rellfellr thell latellst relllellvant rellsellarch thellolriells olr findings olthellr than thell SEllRVQUlAL thellolry tol 

strellngthelln thell thellolrelltical folulndatioln and kellellp thell rellsellarch nellw and diffellrellnt frolm prellvioluls stuldiells. 
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