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ABSTRAK 

 

 

ANALISIS KUALITAS PELAYANAN TERHADAP 

KEPUASAN PELANGGAN KLINIK ZHAFIR PALEMBANG 

 

 

Oleh: 

Dina Puspita 

 

 

Judul Laporan Akhir ini adalah “Analisis Kualitas Pelayanan Terhadap Kepuasan 

Pelanggan Klinik Zhafir Palembang”.  Tujuan dari laporan adalah untuk 

mengetahui tingkat kualitas pelayanan terhadap kepuasan pelanggan Klinik Zhafir 

di Palembang.  Kualitas Pelayanan terbagi dalam 5 dimensi yaitu Tangible, 

Reliability, Responsiveness, Assurance, dan Empathy.  Penulis menggunakan 

sumber data primer dan data sekunder yang dikumpulkan menggunakan metode 

observasi, kuesioner dan studi pustaka.  Populasi dari penelitian ini sendiri 

diambil dari pelanggan Klinik Zhafir dengan sampel sebanyak 99 responden.  

Data dianalisa melalui metode deskriptif kuantitatif berdasarkan Skala Linkert, 

persentase jawaban dan interpretasi skor.  Kesimpulan dari penelitian ini adalah 

dimensi Tangible memberikan kepuasan kepada pelanggan dengan persentase 

sebesar 84,57% dan interpretasi skor Sangat Puas, dimensi realibility memberikan 

kepuasan kepada pelanggan dengan persentase sebesar 83,63% dan interpretasi 

skor Sangat Puas, dimensi responsiveness memberikan kepuasan kepada 

pelanggan dengan persentase sebesar 84,40%dan interpretasi skor Sangat Puas, 

dimensi assurance memberikan kepuasan kepada pelanggan dengan persentase 

sebesar 85,98%dan interpretasi skor Sangat Puas, dan dimensi empahty 

memberikan kepuasan kepada pelanggan dengan persentase sebesar 83,59% dan 

interpretasi skor Sangat Puas.  Secara keseluruhan kualitas pelayanan Klinik 

Zhafir mampu memberikan kepuasan pelanggan dengan persentase sebesar 

83,96% dengan interpretasi skor Sangat Puas. 

 

Kata kunci:  Kualitas pelayanan, kepuasan pelanggan, Tangible, Reliability, 

Responsiveness, Assurance, dan Empathy. 
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ABSTRACT 

 

 

ANALYSIS OF SERVICE QUALITY ON CUSTOMER SATISFACTION 

AT ZHAFIR CLINIC PALEMBANG 

 
 

Oleh: 

Dina Puspita 

 

 

The title of this final report is "Analysis of Service Quality on Customer 

Satisfaction at Zhafir Clinic Palembang". The purpose of the report is to 

determine the level of service quality on customer satisfaction at Zhafir Clinic  

Palembang. Service Quality is divided into 5 dimensions, namely Tangible, 

Reliability, Responsiveness, Assurance, and Empathy. The author uses primary 

data sources and secondary data collected using observation methods, 

questionnaires and literature study. The population of this study itself was taken 

from customers of Zhafir Clinic with a sample of 99 respondents. Data were 

analyzed through quantitative descriptive methods based on the Linkert Scale, 

percentage of answers and score interpretation. The conclusion of this study is 

that the Tangible dimension provides satisfaction to customers with a percentage 

of 84.57% and the interpretation of the score is Very Satisfied, the dimension of 

reliability provides satisfaction to customers with a percentage of 83.63% and the 

interpretation of the score is Very Satisfied, the responsiveness dimension 

provides satisfaction to customers with The percentage is 84.40% and the 

interpretation of the score is Very Satisfied, the assurance dimension provides 

satisfaction to customers with a percentage of 85.98% and the interpretation of the 

score is Very Satisfied, and the empahty dimension provides satisfaction to the 

customer with a percentage of 83.59% and the interpretation of the score is Very 

Satisfied . Overall, the service quality of Zhafir Clinic is able to provide customer 

satisfaction with a percentage of 83.96% with an interpretation of the score Very 

Satisfied. 

 

Keywords: Service quality, customer satisfaction, Tangible, Reliability, 

Responsiveness, Assurance, and Empathy. 
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