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ANALISIS PENGARUH PHYSICAL ASPECTS, RELIABILITY,
PERSONAL INTERACTION, PROBLEM SOLVING, POLICY
TERHADAP SERVICE QUALITY PADA DEPARTMENT STORE
TERBESAR DI INDONESIA MENGGUNAKAN RSQS

(Jenny Cornellya)

ABSTRAK

Indonesia memiliki berbagai macam sektor usaha, salah satunya adalah sektor
usaha perdagangan. Usaha perdagangan yang berkembang di Indonesia saat ini ada
industri retail. Dimana salah satu jenis retail yang sering ditemui adalah department
store. Perkembangan pada industri yang sama membuat department store menjadi
bersaing secara ketat. Service quality menjadi salah satu solusi untuk mengatasi
persaingan ketat tersebut. Dengan menggunakan metode retail service quality scale
(RSQS). Data penelitian dikumpulkan dengan menggunakan survei kuesioner
melalui platform google form. Sampel yang terkumpul sebanyak 197 orang sebagai
responden dengan pengolahan data menggunakan software IBM SPSS versi 26.
Penelitian ini memberikan hasil bahwa terdapat dua hal yang mempengaruhi

kualitas layanan yaitu reliability dan personal interaction.

Kata kunci: Service Quality, Department Store, Retail, RSQS
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ANALYSIS OF THE INFLUENCE OF PHYSICAL ASPECTS,
RELIABILITY, PERSONAL INTERACTION, PROBLEM
SOLVING, POLICY ON SERVICE QUALITY AT THE LARGEST

DEPARTMENT STORE IN INDONESIA USING RSQS

(Jenny Cornellya)

ABSTRACT (English)

Indonesia has various business sectors, one of which is the trade business sector.
The trading business currently developing in Indonesia is retail. One type of retail
that is often found is department stores. Developments in the same industry have
made department stores fiercely competitive. Service quality is one solution to
overcome this fierce competition. By using the retail service quality scale (RSQS)
method. Research data was collected using a questionnaire survey via the Google
Form platform. The sample collected was 197 people as respondents with data
processing using IBM SPSS version 26 software. This research shows that there

are two things that influence service quality, namely reliability and personal
interaction.

Keywords: Service Quality, Department Store, Retail, RSQS
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