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ABSTRAK

Penelitian ini berjudul “Menelisik Faktor-Faktor Yang Mempengaruhi
Kualitas Layanan Samsat Di Kota Kupang” oleh Mari Elisabeth Nay (NIM
811211028MM) dibawah bimbingan Dr. Thomas Ola Langoday. SE., M.Si dan
Dr. M.E. Perseveranda, SE., M.Si.

Tujuan dari penelitian ini adalah: (1) Mengetahui pengaruh tingkat
keramahan terhadap kualitas Pelayanan di Samsat Kota Kupang: (2) Mengetahui
pengaruh tingkat kepercayaan terhadap kualitas Pelayanan di Samsat Kota
Kupang; (3) Mengetahui pengaruh tingkat kemudahan akses terhadap kualitas
Pelayanan di Samsat Kota Kupang: (4) Mengetahui pengaruh tingkat keamanan
terhadap kualitas Pelayanan di Samsat Kota Kupang; (5) Mengetahui pengaruh
tingkat kepemahaman akan kebutuhan pelanggan terhadap kualitas Pelayanan di
Samsat Kota Kupang; (6) Mengetahui pengaruh tingkat keramahan, kepercayaan,
kemudahan akses, keamanan, dan pemahaman akan kebutuhan pelanggan secara
simultan berpengaruh terhadap kualitas Pelayanan di Samsat Kota Kupang.

Berdasarkan hasil analisis regresi linear berganda terhadap 145 responden
dan sesuai dengan tujuan penelitian, maka diperoleh kesimpulan sebagai berikut:
(1) Tingkat keramahan berpengaruh tidak signifikan secara parsial terhadap
kualitas pelayanan di Samsat Kota Kupang; (2) Tingkat kepercayaan berpengaruh
positif dan signifikan secara parsial terhadap kualitas pelayanan: (3) Tingkat
kemudahan akses berpengaruh tidak signifikan secara parsial terhadap kualitas
pelayanan; (4) Tingkat keamanan memiliki pengaruh positif dan signifikan secara
parsial terhadap kualitas pelayanan; (5) Tingkat pemahaman akan kebutuhan
pelanggan merupakan variabel yang paling dominan dan berpengaruh positif serta
signifikan terhadap kualitas pelayanan; (6) Secara simultan, variabel keramahan,
kepercayaan, kemudahan akses, keamanan, dan pemahaman akan kebutuhan
pelanggan berpengaruh signifikan terhadap kualitas pelayanan di Samsat Kota
Kupang.

Kaia kunci: fakior-faktor; kualitas; layanan samsat; kota kupang.
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ABSTRACT

This research is entitled "Examining Factors Affecting the Quality of
Samsat Services in Kupang City" by Mari Elisabeth Nay (NIM 8112111028MM)
under the guidance of Dr. Thomas Ola Langoday, SE.. M.Si and Dr. M.E.
Perseveranda, SE., M.Si.

The objectives of this study are: (1) To determine the influence of the
level of friendliness on the quality of service at Samsat Kupang City; (2) To
determine the influence of the level of trust on the quality of service at Samsat
Kupang City; (3) To determine the influence of the level of ease of access on the
quality of service at Samsat Kupang City; (4) To determine the influence of the
level of security on the quality of service at Samsat Kupang City: (5) To
determine the influence of the level of understanding ol customer needs on the
quality of service at Samsat Kupang Citv: (6) To determine the influence of the
level of friendliness, trust, ease of access, security. and understanding of customer
needs simultaneously on the quality of service at Samsat Kupang City.

Based on the results of the multiple linear regression analysis of 145
respondents and in accordance with the research objectives, the following
conclusions were obtained: (1) The level of friendliness has a partial insignificant
effect on service quality at the Kupang City Samsat; (2) The level of trust has a
partial positive and significant effect on service quality: (3) The level of ease of
access has a partial insignificant effect on service quality; (4) The level of security
has a partial positive and significant effect on service quality. (5) The level of
understanding of customer needs is the most dominant variable and has a positive
and significant influence on the quality of service: (6) Simultaneously, the
variables of friendliness, trust, ease of access, security, and understanding of
customer needs have a significant influence on the quality of service at the
Kupang City Samsat.

Keywords: factors: quality; samsat services: Kupang city.
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