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ABSTRAK

Kepuasan pelanggan merupakan prioritas penting bagi keberlangsungan
perusahaan jasa, mengingat pesaing yang semakin banyak mengakibatkan penyedia
jasa harus meningkatkan kualitas pelayanan dalam memenuhi harapan pelanggan.
Penelitian ini dilakukan guna mengetahui tingkat kepuasan pelanggan pada usaha
cuci mobil Tirta Kencana.

Pengukuran kepuasan pelanggan dilakukan dengan menggunakan metode
indeks kepuasan pelanggan sebagai alat ukur mengetahui besaran nilai kepuasan
pelanggan aktual serta metode service kualitas sebagai alat untuk mengetahui nilai
gap dan prioritas perbaikan di masa depan. Penelitian ini dilakukan dengan
menyebarkan kuesioner kepada 100 responden untuk mengetahui tingkat harapan dan
kepuasan terhadap lima dimensi jasa yaitu tangible, reliability, responsiveness,
assurance, dan empathy.

Hasil pengolahan data nilai indeks kepuasan pelanggan adalah 85,198% yang
masuk ke dalam interpretasi puas. Hasil pengolahan data service kualitas berdasarkan
nilai rata - rata gap yaitu : tangible (-1,247), reliability (-0,257), responsiveness (-
0,387), assurance (-0,320), dan empathy (-0,383). Prioritas perbaikan menggunakan
diagram kartesius bisa ditemukan di dalam Kuadran A yang berisikan tiga atribut di
dalamnya.

Kata Kunci : Kepuasan Pelanggan, Customer Satisfaction Index, Service Quality



ABSTRACT

Customer satisfaction is an important priority for the sustainability of a service
company, considering that more business competitors continue to emerge causing
service providers should have to improve service quality to meet customer
expectations. This research was conducted to determine the level of customer
satisfaction in the Tirta Kencana car wash business.

Measurement of customer satisfaction was carried out using the customer
satisfaction index method as a measuring tool to determine the actual customer
satisfaction value as well the service quality method as a tool to determine the gap
value and priority improvements in the future. The research was conducted by
distributing questionnaires to 100 respondents to determine the level of expectation
and satisfaction of five dimensions of services, namely tangible, reliability,
responsiveness, assurance, and empathy.

The results of the customer satisfaction index data processing is 85.198% which
included in interpretation of satisfying. The results of quality service based on the
average gap values are : tangible (-1,247), reliability (-0,257), responsiveness (-
0,387), assurance (-0,320), and empathy (-0,383). Also the priority for improvement
using a Cartesian diagram can be found in Quadrant A which contains three attributes
init.

Keywords : Customer Satisfaction, Customer Satisfaction Index, Service Quality
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