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ABSTRACT

U U

The purpose of this research was to find out how consumers' perceptions of service quality
and consumer satisfaction of Formula Auto Detailing today are. In addition, the authors
also want to know how much influence for each dimension in service quality, namely
tangible, empathy, responsiveness, assurance, and reliability affect consumer satisfaction
Formula Auto Detailing Tasikmalaya.

In this study, the population is all consumers of Formula Auto Detailing
Tasikmalaya in West Java. There are 117 respondents taken as samples in this study. This
sample was taken using a simple random sampling technique, which is a random sampling
of the population without regard to the existing strata in the population.

Based on data analysis, the indicators in this study are valid and the variables are
reliable. In the classical assumption test, the regression model is multicollinearity free, does
not occur heteroscedasticity, and is normally distributed. The individual order of each
dimension of the most influential variable is the tangible variable with a regression
coefficient of 0.246; then reliability with a regression coefficient of 0.212; then
responsiveness with a regression coefficient of 0.157; then empathy with a regression
coefficient of 0.120; and the dimension of the variable that has the lowest effect is
assurance with a regression coefficient of 0.098. Therefore, the Tasikmalaya Auto Detailing
Formula needs to focus more on the dimensions of the variables that are considered more
important such as physical evidence (tangible) and reliability (reliability). In terms of tangible
evidence, Formula Auto Detailing Tasikmalaya needs to renovate the building by repainting
dirty walls, repairing damaged buildings, and providing a more comfortable waiting room.
In relation to reliability, the Tasikmalaya Auto Detailing Formula needs to be added to the
skills and knowledge of employees by providing training in the form of training and
development.

Keywords: Service Quality, Consumer Satisfaction( (]
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