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Abstrak : Penelitian ini bertujuan untuk menguji : Kehandalan, Daya Tanggap, Jaminan, Empati, 

Bukti Langsung berpengaruh signifikan terhadap kepuasan pelanggan Miltie Garden 2 Adhyaksa 

Banjarmasin. Rancangan penelitian ini adalah penelitian kuantitatif dan penelitian survey. 

Populasi penelitian adalah seluruh pelanggan Miltie Garden 2 Adhyaksa Banjarmasin dan sampel 

sebesar 60 responden dengan Analisis Regresi Linier Berganda. Hasil penelitian menunjukan 

bahwa variabel-variabel bebas yaitu Kehandalan, Daya Tanggap, Jaminan, Empati, Bukti 

Langsung. Kelima variable tersebut berpengaruh secara simultan terhadap variabel terikat yakni 

Kepuasan Pelanggan Miltie Garden 2 Adhyaksa Banjarmasin, dengan F hitung 26,330 dan kelima 

variabel tersebut berpengaruh terhadap kepuasan pelanggan sebesar 70,9%. Sedangkan sisanya 

sebesar 29,1% dipengaruhi oleh variabel lain yang tidak termasuk dalam penelitian ini. Ada 2 (dua) 

variabel bebas yakni Kehandalan dan Bukti Langsung berpengaruh secara Parsial / individual 

terhadap variabel Kepuasan Pelanggan Miltie Garden 2 Adhyaksa t hitung > t tabel dan 

probabilitas < 0,05 dan ada 3 (tiga) variabel yakni Daya Tanggap (X2), Jaminan (X3), dan Empati 

(X4), tidak berpengaruh secara parsial / individual terhadap variabel  Kepuasan Pelanggan Miltie 

Garden 2 Adhyaksa Banjarmasin, t hitung < t tabel dan probabilitas > 0,05. Dan variabel yang 

paling dominan berpengaruh terhadap kepuasan pelanggan adalah proses yang mempunyai nilai 

Standardized Coefficients Beta paling besar / tinggi, yaitu sebesar 0,810.  

Kata Kunci : Kehandalan, Daya Tanggap, Jaminan, Empati, Bukti Langsung, Kepuasan 

Pelanggan. 

Abstract: This research aims to test: Reliability, Responsiveness, Guarantee, Empathy, Direct 

Evidence have a significant effect on customer satisfaction at Miltie Garden 2 Adhyaksa 

Banjarmasin. This research design is quantitative research and survey research. The research 

population was all customers of Miltie Garden 2 Adhyaksa Banjarmasin and a sample of 60 

respondents using Multiple Linear Regression Analysis. The research results show that the 

independent variables are Reliability, Responsiveness, Assurance, Empathy, Direct Evidence. 

These five variables simultaneously influence the dependent variable, namely Customer 
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Satisfaction of Miltie Garden 2 Adhyaksa Banjarmasin, with an F count of 26.330 and these five 

variables influence customer satisfaction by 70.9%. Meanwhile, the remaining 29.1% was 

influenced by other variables not included in this research. There are 2 (two) independent variables, 

namely Reliability and Direct Evidence, which have a partial / individual effect on the variable 

Miltie Garden 2 Adhyaksa Customer Satisfaction t count > t table and probability < 0.05 and there 

are 3 (three) variables namely Responsiveness (X2), Assurance (X3) and Empathy (X4) have no 

partial/individual effect on the Miltie Garden 2 Adhyaksa Banjarmasin Customer Satisfaction 

variable, t count < t table and probability > 0.05. And the variable that has the most dominant 

influence on customer satisfaction is the process that has the largest/highest Standardized 

Coefficients Beta value, namely 0.810. 

Keyword : Reliability, Responsiveness, Guarantee, Empathy, Direct Evidence, Customer 

Satisfaction. 
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