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ABSTRACT 

 

 

The purpose of this final report is to explain consumer ratings based on reality and 

expectation of service quality on Gothic Baby Shop and Gift Palembang. 

Problems in this final report is to know consumer ratings and dimensions of 

service quality needs to be improved and maintained by Gothic Baby Shop and 

Gift Palembang. Methods of data analysis used in this study is a qualitative and 

quantitative analysis is also supported by the Cartesian diagram. The data in this 

study using an excel program. Based on the research results obtained showed that 

consumers' assessment of service quality Gothic Baby Shop and Gift Palembang 

is quite good with a concordance rate of > 80%, is the dimension Tangibles, 

Reliability and Empathy, but there is one variable with the concordance rate low 

below 80% is in the dimensions responsiveness and Assurance. Party of Gothic 

Baby Shop and Gift Palembang need to maintain a dimensions was appropriate 

with consumer expectations and fixing dimensions are not appropriate consumer 

expectations. 

 

Keywords: Quality of Service, Tangibles, Reliability, Responsiveness, Assurance 

and Empathy. 
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