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ABSTRACT

This research aims to: 1) Study the service usage behavior of members of the
Rubber Industry Savings Cooperative 1 Limited, 2) Examine the quality of service provided
by the cooperative, 3) Assess the satisfaction level of members regarding the services, and
4) Investigate how service quality impacts member satisfaction.
This study is a quantitative research, using a questionnaire to collect data
from a sample of 237 members of the cooperative, out of a total population of 578
members, calculated using Taro Yamane’s formula at a 95% confidence level. Stratified
random sampling was used to select the participants. Data analysis involved descriptive
statistics, including frequency, percentage, mean, and standard deviation, and inferential
statistics using multiple regression analysis.

The research findings revealed that: 1) The overall level of service quality was rated
high, with the highest-rated aspect being the tangibility of service, 2) The overall level of
satisfaction with the services was also high, 3) Factors related to service quality that
significantly affected member satisfaction at the 0.05 level of significance included tangibility
of service, reliability and trustworthiness, responsiveness to members, assurance, and
empathy towards members.

The findings of this research can be used as a guideline for improving the service
quality of the Rubber Industry Savings Cooperative 1 Limited, to enhance member
satisfaction in the future.

Keywords: Service quality, Satisfaction, Savings cooperative
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