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ABSTRAKSI
Terminal Peti Kemas Semarang berupaya meningkatkan kepuasan pada
pengguna jasa layanan pengujian peti kemas dengan menerapkan kualitas
pelayanan publik. Kualitas pelayanan publik yang diterapkan meliputi kehandalan
(reliability), daya tanggap (responsiveness), jaminan (assurance), easy of use, dan

web design.

Penelitian ini dilakukan di pengguna jasa Terminal Peti Kemas Semarang
sejumlah 100 responden. Teknik analisis menggunakan analisis regresi berganda.
Analisis regresi berganda untuk menaksir hubungan kausalitas antar variabel yang
telah ditetapkan berdasarkan teori. Analisis digunakan dengan bantuan program
aplikasi statistik SPSS.

Hasil penelitian menunjukkan bahwa kehandalan (reliability) berpengaruh
signifikan  positif terhadap kepuasan pengguna jasa; daya tanggap
(responsiveness) berpengaruh signifikan positif terhadap kepuasan pengguna jasa;
jaminan (assurance) berpengaruh signifikan positif terhadap kepuasan pengguna
jasa; easy of use berpengaruh signifikan positif terhadap kepuasan pengguna jasa;

dan web design berpengaruh signifikan positif terhadap kepuasan pengguna jasa.

Kata Kunci: kehandalan (reliability), daya tanggap (responsiveness), jaminan
(assurance), easy of use, web design,dan kepuasan pengguna jasa



ABSTRACT

Semarang Terminal Container efforts to improve satisfaction in online
services users of container testing with applying public services quality. It covers

such as reliability, responsiveness, assurance, easy of use, and web design.

This research occur at Semarang Terminal Container users out of 100
respondents. Multiple Regression Analysis is used as analysis technical. It used to
appraise causality connection between variable which is settled by the theory.

Analysis is used with the help of application program of statistic SPSS.

The outcome show that reliability got the positive effect to service user
satifaction; responsiveness takes positive effect to service user satisfaction;
assurance takes positive effect to service user satisfaction; easy of use takes a
positive effect to service user satisfaction; and web design takes a positive effect

too against service user satisfaction.

Keyword: Reliability, Responsiveness, Assurance, Easy Of Use, Web Design,
and Service User Satisfaction.
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