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to do it, you will succeed” –Kim HanBin 
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ABSTRAK 

 

 

Laporan Akhir ini berjudul “Tingkat Kepuasan Siswa Terhadap Kualitas 

Pelayanan Gloria English Course Cabang Plaju Sumatera Selatan” bertujuan 

untuk mengetahui bagaimana tingkat kepuasan siswa terhadap kualitas pelayanan 

Gloria English Course Cabang Plaju dan mengetahui dimensi kualitas pelayanan 

yang paling dominan memberikan kepuasan kepada siswa. Metode pengumpulan 

data yang digunakan dalam penelitian ini dari hasil wawancara dan kuesioner 

yang dibagikan kepada siswa. Data dianalisis dengan menggunakan rumus 

interpretasi skor. Hasil penelitian menunjukkan bahwa siswa menilai puas 

terhadap kualitas pelayanan yang diberikan.dapat dilihat dari indeks skor masing-

masing dimensi kualitas pelayanan yaitu tangibles (bukti fisik) 84,17%, reability 

(kehandalan) 85,25%, responsiveness (ketanggapan) 85,15%, assurance (jaminan)  

85,14%, dan emphaty (empati) 87,25% sedangkan dimensi yang paling dominan 

m emberikan kepuasan konsumen adalah emphaty (empati). Berdasarkan 

pembahasan, penulis menyarankan bahwa Gloria English Course Cabang Plaju 

harus terus meningkatkan kualitas pelayanan terutama pada dimensi tangibles 

(bukti fisik) agar dapat mencapai kepuasan konsumen dengan optimal. 

 

Kata kunci: Kualitas, Layanan, Kepuasan 
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ABSTRACT 

 

 

The title of this Final Report is "Level of Student Satisfaction with Gloria English 

Course Service Quality in Plaju Branch South Sumatera" aims to find out how the 

level of student satisfaction with the quality of the Plaju Gloria English Course 

service and knowing the dimension of service quality that gives the most 

dominant satisfaction for students. Data collection methods used in this study 

from the results of interviews and questionnaires distributed to students. Data 

were analyzed by using the score interpretation formula. The results showed that 

students assessed satisfied with the service quality that provided. It can be seen 

from the index scores of each dimension of service quality, namely tangibles 

(bukti fisik) 84.17%, reliability (kehandalan) 85.25%, responsiveness 

(ketanggapan) 85, 15%, assurance (jaminan) 85.14%, and emphaty (empati) 

87.25% while the most dominant dimension that gives customer satisfaction is 

emphaty (empati). Based on the discussion that author discussed, author suggest 

that Gloria English Course in the Plaju Branch must continue to improve service 

quality, especially in the tangibles dimension (bukti fisik) to achieve optimal 

customer satisfaction.  

 

Keywords: Service, Quality, Satisfaction 
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