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ABSTRACT

The purpose of this final report is to determine how much the level of customer
satisfaction with services Sukses Motor Sriwijaya Palembang. The method used in
this research is the analysis of quantitative and qualitative data, the results are
processed based on the questionnaire that spread to consumers by 60 respondents.
Based on the data obtained, the quality of service of a Sukses Motor Sriwijaya
Palembang as the dimensions of the direct evidence is the most dominant
dimensions provide customer satisfaction that is 80.23%. While other dimensions
such as reliability, perception, guarantee customer satisfaction rate has exceeded
70%. However, the dimensions of empathy is only 60.2%. Therefore it should be
the owner of the company is expected to correct the deficiencies that have been
provided to the customer as the dimensions of empathy, and are expected to
maintain the best service to customers already provide.

Keyword: Service Quality, Tangibles, Reliability, Responsiveness, Assurance and
Emphaty.



ix

DAFTAR ISI

Halaman

HALAMAN JUDUL ..................................................................................... i

HALAMAN PERSETUJUAN ...................................................................... ii

SURAT PERNYATAAN ............................................................................... iii

HALAMAN PENGESAHAN........................................................................ iv

MOTTO DAN PERSEMBAHAN................................................................. v

KATA PENGANTAR.................................................................................... vi

UCAPAN TERIMA KASIH ......................................................................... vii

ABSTRACT.................................................................................................... viii

DAFTAR ISI................................................................................................... ix

DAFTAR GAMBAR...................................................................................... xii

DAFTAR TABEL ......................................................................................... xiii

DAFTAR LAMPIRAN .................................................................................. xiv

BAB I     PENDAHULUAN........................................................................... 1

1.1  Latar Belakang Pemilihan Judul............................................... 1
1.2 Rumusan Masalah .................................................................... 2
1.3  Ruang Lingkup Pembahasan .................................................... 3
1.5  Tujuan dan Manfaat Penulisan ................................................. 3

1.4.1  Tujuan Penulisan ............................................................ 3
1.4.2  Manfaat Penulisan .......................................................... 3

1.5  Metedologi Penelitian............................................................... 4

1.5.1  Ruang Lingkup Penelitian .............................................. 4
1.5.2  Jenis dan Sumber Data ................................................... 4
1.5.3  Teknik Pengumpulan Data ............................................. 5
1.5.4  Populasi .......................................................................... 6
1.5.5  Sampel ............................................................................ 6
1.5.6  Analisis Data ................................................................. 8



x

BAB II    TINJAUAN PUSTAKA................................................................. 10

2.1  Pengertian Pemasaran............................................................... 10
2.2  Jasa ........................................................................................... 10

2.2.1  Pengertian Jasa ............................................................... 10
2.2.2  Karakteristik Jasa............................................................ 11

2.3  Kualitas Pelayanan ................................................................... 11

2.3.1 Pengertian Kualitas Pelayanan ....................................... 11
2.3.2  Dimensi Kualitas Pelayanan........................................... 12

2.4  Kepuasan Pelanggan................................................................. 13

2.4.1  Pengertian Kepuasan Pelanggan..................................... 14
2.4.2  Prinsip Kepuasan Pelanggan .......................................... 14
2.4.3  Konsep Kepuasan Pelanggan ......................................... 15
2.4.4  Mengukur Kepuasan Pelanggan ..................................... 16

BAB III    KEADAAN UMUM PERUSAHAAN ........................................ 17

3.1  Sejarah Perusahaan................................................................. 17
3.2  Visi dan Misi Perusahaan....................................................... 18
3.3  Struktur Organisasi................................................................. 18
3.4  Pembagian Tugas dan Wewenang.......................................... 20
3.5  Kegiatan Perusahaan .............................................................. 21
3.6  Profil Responden .................................................................... 22
3.7  Hasil Pengolahan Kuesioner .................................................. 24

3.7.1  Bukti Langsung (Tangibles)......................................... 24
3.7.2  Kehandalan (Reability)................................................. 27
3.7.3  Daya Tangkap (Responsives) ....................................... 30
3.7.4  Jaminan (Assurance) .................................................... 33
3.7.5  Empati (Emphaty) ........................................................ 36

BAB IV    HASIL DAN PEMBAHASAN .................................................... 40

4.1  Tingkat Persentase Kepuasan Pelangga pada Cucian Mobil
Sukses Motor Sriwijaya Palembang....................................... 40

4.1.1  Bukti Langsung (Tangibles)......................................... 40
4.1.2  Kehandalan (Reability)................................................. 42
4.1.3  Daya Tangkap (Responsives) ....................................... 44
4.1.4  Jaminan (Assurance) .................................................... 46
4.1.5  Empati (Emphaty) ........................................................ 48

4.2  Dimensi yang paling didominasi oleh pelanggan .................. 50



xi

BAB V      KESIMPULAN DAN SARAN .................................................... 53

5.1  Kesimpulan............................................................................. 53
5.2  Saran....................................................................................... 53

DAFTAR PUSTAKA

LAMPIRAN



xii

DAFTAR GAMBAR

Halaman

Gambar 2.1  Konsep Kepuasan Konsumen...................................................... 16
Gambar 3.1  Struktur Organisasi Sukses Motor Sriwijaya .............................. 19



xiii

DAFTAR TABEL

Halaman

Tabel 1.1  Tabel Pengukuran Kepuasan Pelanggan ......................................... 9

Tabel 2.1  Tabel Skala Pengukuran Tingkat Kepuasan Pelanggan.................. 13

Tabel 3.1  Tabel Jumlah Konsumen Sukses Motor Sriwijaya ......................... 22

Tabel 3.2 Tabel Jumlah Responden Berdasarkan Jenis Kelamin ................... 22

Tabel 3.3  Tabel Jumlah Responden Berdasarkan Usia................................... 23

Tabel 3.4  Tabel Jumlah Responden Berdasarkan Pekerjaan .......................... 23

Tabel 4.1  Tabel Skala Pengukuran Kualitas Pelayanan.................................. 41

Tabel 4.2  Tabel Skala Pengukuran Kualitas Pelayanan.................................. 43

Tabel 4.3  Tabel Skala Pengukuran Kualitas Pelayanan.................................. 44

Tabel 4.4  Tabel Skala Pengukuran Kualitas Pelayanan.................................. 46

Tabel 4.5  Tabel Skala Pengukuran Kualitas Pelayanan.................................. 48

Tabel 4.6  Tabel Persentase Pada Setiap Dimensi ........................................... 50



xiv

DAFTAR LAMPIRAN

1. Lembar Rekomendasi

2. Lembar Revisi Laporan Akhir

3. Lembar Pelaksanaan Revisi Laporan Akhir

4. Lembar Konsultasi Pembimbing I

5. Lembar Konsultasi Pembimbing II

6. Lembar Kesepakatan Pembimbing I

7. Lembar Kesepakatan Pembimbing II

8. Surat Izin Pengambilan Data

9. Surat Balasan Pengambilan Data

10. Kartu Kunjungan Mahasiswa

11.Wawancara

12. Kuesioner



xv


