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ABSTRACT 
 

The purpose of this final report is to determine the quality of service on D'Cost 

Seafood Palembang Restaurants. It is wanted to know about the quality of service 

waiter at the D'Cost Seafood Palembang restaurant and waitress service quality 

dimensions which are the most dominant in D'Cost Seafood Palembang 

Restaurants. Data obtained from questionnaires given to customers and processed 

using a percentage system and analyzed using Cartesian diagram. There are five 

dimensions of service quality that is tangible, reliability, responsiveness, 

assurance and empathy. Results of this research will be obtained from 60 

respondents. The results show that the performance given by the D'Cost Seafood 

Palembang Restaurants already good but customer expectations D'Cost Seafood 

Palembang Restaurants greater than the performance provided by this company. 

Tangible dimension to the value of 91.64% suitability, reliability dimension to the 

value of the suitability of 82.29%, the dimensions of responsiveness with the 

value of the suitability of 84.07%, dimensional conformity assurance to the value 

of 86.93%, and the dimensions of empathy with the value of conformity 

amounting to 84.81%. By looking at the diagram Cartesian, suitability index value 

of 86.68%, which means it's good. And the dimensions of service quality the most 

dominant waitress achieved by tangible dimension. It is hoped that the 

performance of existing in D'Cost Seafood Palembang Restaurants is good to be 

preserved, but much better further enhance the performance of its services as 

customer expectations are higher than reality given by D'Cost Seafood Palembang 

Restaurants. 
 

Keywords:  Service Quality  
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