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ABSTRAK 

 

Laporan ini dibuat dengan tujuan untuk mengetahui tinjauan kualitas pelayanan 

Fitness Qilah Gym terhadap kepuasan konsumen.  Data Penilaian kualitas dan 

kepuasan konsumen  dilakukan dengan menilai 9 indikator yaitu:  Berwujud/Bukti 

fisik (Tangible). Kehandalan (Rehliability), Daya Tanggap (Responsiveness), 

Jaminan (Assurance), Empati (Empathy), Keluhan dan saran, Survey Kepuasan 

Konsumen, Belanja Hantu (Ghost Sopping), Menganalisis Pelanggan Yang 

Hilang.  Penulis menggunakan sumber data primer dan data sekunder. Penelitian 

ini di peroleh dari Fitness Qilah Gym Palembang dengan jumlah 66 responden. 

Metode yang digunakan adalah kuesioner dan Studi pustaka dengan analisis 

deskriptif kuantitatif menggunakan rumus persentase dan skala likert. Teknik 

pengambilan sampel menggunakan Sampel Random Sampling.  Hasil dari analisa 

diketahui bahwa tanggapan konsumen terhadap tinjauan kualitas pelayanan 

Fitness Qilah Gym sudah Tinggi. Indikator terbesar terdapat pada Dimensi Survey 

Kepuasan Konsumen dan  Menganalisis pelanggan yang hilang dengan skor 84% 

atau interprestasi sangat tinggi dan indikator terendah terdapat pada Dimensi 

Berwujud/Bukti fisik (Tangible) dengan skor 71% atau interpretasi Tinggi. 

Meningkatkan kualitas pelayanan dengan menyediakan fasilitas yang memadahi 

dan lokasih yang bersih, agar konsumen merasa nyaman terhadap pelayanan yang 

diberikan oleh Fitness Qillah Gym. 

 

Kata Kunci:  Kualitas Pelayanan, Kepuasan Konsumen. 

 

 

 

 



ABSTRACT 

 

This report was made with the aim of knowing the review of the quality of the 

Fitness Qilah Gym service on customer satisfaction. Data Quality assessment and 

customer satisfaction is carried out by assessing 9 indicators, namely: Tangible. 

Rehliability, Responsiveness, Assurance, Empathy, Complaints and suggestions, 

Consumer Satisfaction Survey, Ghost Sopping, Analyzing Missing Customers. The 

author uses primary data sources and secondary data. This research was 

obtained from the Fitness Qilah Gym Palembang with a total of 66 respondents. 

The methods used were questionnaires and literature study with quantitative 

descriptive analysis using a percentage formula and a Likert scale. The sampling 

technique used is random sampling. The results of the analysis show that 

consumer responses to reviews of the quality of service at the Fitness Qilah Gym 

are high. The biggest indicator is in the Dimension of the Consumer Satisfaction 

Survey and Analyzing customers who are missing with a score of 84% or very 

high interpretation and the lowest indicator is in the Tangible Dimension 

(Tangible) with a score of 71% or High interpretation. Improve service quality by 

providing adequate facilities and clean location, so that consumers feel 

comfortable with the services provided by the Fitness Qillah Gym. 

 

Keywords: Perception, Product Use. 
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