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ABSTRACT 
 

The purpose of this paper is to investigate which dimention or variables effect of service 

quality (reliability, responsiveness, assurance, empathy, and tangibility) on customer 

satisfaction M-Mart level. The results shows that the variable of reliability, responsiveness, 

assurance, empathy, and tangibility simultaneously affect to customers satisfaction (Y) M-

Mart, because the simultaneously test (F test) is sig. value = 0,000 < 0, 05. Partially (t test), 

reliability and responsiveness variable have no effect, because the sig. value is > 0, 05.  The 

variables of assurance, empathy, and tangibility partially showed sig. value < 0, 05, so it has 

significant effect to customers’ satisfaction (Y) M-Mart. 

 
Keywords: reliability, responsiveness, assurance, empathy, and tangibility, consumer 

satisfaction.  
 

INTRODUCTION 

Service quality, the main stages in the marketing area is allocated to. Scientific research on 

the quality of services, from professionals to understand and provide better services have 

increased and quality of services, including the important topic of research in the field of 

services. Customers and consumers what they expect to and what is really at the stage after 

receiving their purchases, and to compare the quality and value that they do have different 

judgments and behavior are a variety of symptoms. Today's complete customer satisfaction is 

the main goal of many organizations. The organization is top in such a sense of satisfaction 

and loyalty of its customers to maintain the profitability of companies is very crucial. 

Therefore companies must constantly seek ways to create a good competition to attract and 

retain their customers in the customer satisfaction in the measurement and evaluation, 

including those that are expected to pay more attention to it. 

The development of modern retail business in East Java was currently quite rapidly. By the 

end of the modern retail turnover in Java is predicted to reach 15 trillion (IDR). The increase 

from last year recorded about USD 13 trillion (IDR). Modern retail store network covers 55 

outlets in East Java Hypermarket. 120 supermarket outlets, 1,400 outlets and 30 outlets 

minimart Department Store networked nationwide . Currently, the growth of business in the 

retail or retail experiences a significant increase. Retail is set business activities that add 

value to products and services sold to consumers for 
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