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ABSTRACT

This research aimed to find out how service quality affected to Karya Mandiri Serba Usaha
Union member’s satisfaction, how reliance affected to Karya Mandiri Serba Usaha Union
member’s satisfaction, and how a brand image could affect Karya Mandiri Serba Usaha Union
member’s satisfaction. The population of this research was all 300 members of Karya Mandiri
Serba Usaha Union with 30 of 10% population as the research sample. This research used
Stratified random sampling method by dividing research sampling based on payment time span
in 40 weeks and 25 weeks. The data collection method used questioner method and qualitative
multiple linear regression as data analysis method. The result indicated (1) variable of service
quality did not affect significantly to Karya Mandiri Serba Usaha Union member’s satisfaction,
(2) variable of reliance significantly affected to Karya Mandiri Serba Usaha Union member’s
satisfaction, (3) variable of brand image did not affected to Karya Mandiri Serba Usaha Union
member’s satisfaction significantly, and obtained regression equation was Y = 2,853 — 0, 214 X1
+1,125 X> + 0,400 X3 +e.
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