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ABSTRAK 

 

PENGUKURAN TINGKAT KEPUASAN PELANGGAN ATAS KUALITAS 

PELAYANAN JASA BENGKEL AHASS (ASTRA HONDA AUTHORIZED 

SERVICE STATION) PADA PT NUSANTARA  

SURYA SAKTI PALEMBANG 

  

Oleh: 

Ayu Rega Mentari 

 

 

Tujuan dari penelitian ini adalah untuk mengukur tingkat kepuasan pelanggan atas 

kualitas pelayanan jasa bengkel AHASS (Astra Honda Authorized Service Station 

dan mengetahui item kualitas pelayanan jasa yang paling penting dalam 

memuaskan pelanggan.  Jumlah sampel yang diambil pada penelitian ini sebanyak 

80 orang menggunakan teknik sampling aksidental. Pengumpulan data dilakukan 

dengan metode kuesioner dan wawancara. Teknik analisis data yang digunakan 

adalah teknik metode analisis Importance Performance Analysis (IPA) dengan 

diagram kartesius. Berdasarkan hasil penelitian diperoleh diperoleh tingkat 

kesesuaian masing-masing dimensi diantaranya dimensi profesionalisme dan 

keterampilan sebesar 92,58%, dimensi reputasi dan kredibilitas sebesar 91,37%, 

dimensi sikap dan perilaku sebesar 91,73%, dimensi aksesbilitas dan fleksibilitas 

sebesar 91,49%, dimensi Reliability dan Trustworthiness sebesar 91,51%, dimensi 

Service Recovery sebesar 92,54% dan dimensi Kondisi Fisik sebesar 94,05%. 

Berdasarkan diagram kartesius item pernyataan pada kuadran A tingkat 

kepuasannya  belum puas, kuadran B tingkat kepuasannya puas, Kuadran C belum 

puas dan Kuadran D tingkat kepuasannya puas. Item pernyataan kualitas 

pelayanan jasa yang paling penting dalam memuaskan  pelanggan terletak pada 

Kuadran A yaitu berjumlah tiga item dan Kuadran B berjumlah delapan item. 

Penulis menyarankan untuk melakukan perbaikan pada kuadran A dan 

mempertahankan item pelayanan jasa pada kuadran B. 

 

Kata kunci: Kepuasan pelanggan, kualitas pelayanan jasa, Importance 

Performace Analysis 
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ABSTRACT 

 

MEASURE THE LEVEL OF CUSTOMER SATISFACTION OF SERVICE 

QUALITY IN  AHASS WORKSHOP SERVICES (ASTRA HONDA 

AUTHORIZED SERVICE STATION) AT PT NUSANTARA  

SURYA SAKTI PALEMBANG  

  

By: 

Ayu Rega Mentari 

 

 

The aims of this research  is to measure the level of customer satisfaction of 

service quality in  AHASS workshop services (Astra Honda Authorized Service 

Station) at PT nusantara Surya Sakti Palembang and know the items of service 

quality that are the most important to satisfying customers. Data were collected 

trough questionnaires with total sample 80 respondent and using accidental 

sampling. The data analysis technique used is the Importance Performance 

Analysis (IPA) analysis method. Based on the results of the study obtained the 

level of suitability of each dimension including the dimensions of professionalism 

and skills of 92,58 %, Reputation and Credibility  91,37%, attitude and behavior 

91,73%, accessibility and flexibility 91,49%, Reliability and Trustworthiness 

91,51%, Service Recovery 92,54% and Serviscape  94,05%.  Based on cartesius 

diagram the items in quadrant A the level of satisfaction is not satisfied, quadrant 

B the level of satisfaction is satisfied, quadrant C is not satisfied and the items on 

quadrant D is satisfied.  The items most important to satisfying customer is the 

three items on quadrant A and eight items on quadrant B. Based on the result the  

recommendation is to improve the quality of  items on quadrant A and maintain 

items on quadrant B. 

 

Keyword: Customer Satifaction, Service Quality, Importance Performace 

Analysis 
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