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ABSTRAK 

 

Devina Nathania Hamdoko 

17.D2.0005 

Manajemen  

 

“Analisis Kualitas Pelayanan Jasa Rumah Makan Tahu Pong dan Mie Keriting 

Brumbungan dengan Metode Servqual” 

 

Kualitas pelayanan menjadi permasalahan yang dihadapi pada Rumah Makan Tahu 

Pong dan Mie Keriting Brumbungan karena terdapat keluhan konsumen atas kualitas 

pelayanan. Penelitian ini bertujuan untuk mengetahui kesenjangan antara expected 

service dengan perceived service, mengetahui kesenjangan antara expected service 

dengan persepsi manajemen atas expected service, dan mengetahui tingkat kepentingan 

dan kinerja pada rumah makan tersebut.    Metode yang dipakai adalah metode servqual 

untuk menganalisis kualitas pelayanan pada 5 dimensi kualitas pelayanan (Tangibles, 

Reliability, Responsiveness, Assurance, dan Empathy) melalui analisis gap 1 dan 5.  

Dalam mengetahui apakah gap 1 dan gap 5 memiliki perbedaan yang signifikan atau 

tidak maka diperlukan uji T (Independent Sample T-Test). Selain itu dalam mengetahui 

tingkat kepentingan dan kinerja diperlukan Importance Performance Analysis (IPA) 

yang tergambar dalam diagram kartesius.  Jenis data pada penelitian ini ialah data primer 

yang didapatkan dengan menggunakan kuesioner.  Hasil penelitian didapatkan bahwa 

terdapat kesenjangan pada gap 5 dengan skor sebesar -0.78, artinya kualitas pelayanan 

pada rumah makan tersebut belum sesuai harapan konsumen. Gap terbesar terdapat pada 

dimensi tangibles dengan skor sebesar -1.18 dan perbedaanya signifikan. Sedangkan 

gap terkecil terjadi pada dimensi empathy dengan skor gap sebesar -0.3 dan hasil Sig. 

(2-tailed) > 0.05 sehingga dapat dikatakan bahwa tidak terdapat perbedaan yang 

signifikan.    Selain itu, didapatkan bahwa tidak terdapat kesenjangan antara harapan 

konsumen denga persepsi manajemen atas harapan konsumen (gap 1) karena 

berdasarkan hasil Uji T pada seluruh dimensi diketahui hasil Sig. (2-tailed) > 0.05, yang 

artinya tidak terdapat perbedaan yang signifikan.  Pada hasil Importance Performance 

Analysis, yang menjadi prioritas utama dalam meningkatkan kualitas pelayanan terletak 

pada atribut X1.3, X1.5, X3.1, X3.5, dan X4.5.  Adapun saran bagi pihak rumah makan dalam 

meningkatkan kualitas pelayanan yaitu pimpinan melakukan preventive maintenance & 

breakdown maintenance, memberikan arahan kepada tukang parkir untuk 

meningkatkan efisiensi penggunaan tempat parkir, menyediakan perlengkapan protokol 

kesehatan dan memberikan pengarahan cara menggunakan dengan benar, merekrut 

karyawan baru sebagai pelayan serta untuk penelitian selanjutnya, analisis kualitas 

pelayanan dengan metode servqual menggunakan keseluruhan gap 

Kata kunci: Kualitas Pelayanan, Metode Servqual, Importance Performance 

Analysis 
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ABSTRACT 

 

Devina Nathania Hamdoko 

17.D2.0005 

Management 

 

“Service Quality Analysis of Tahu Pong and Mie Keriting Brumbungan Restaurant 

with Servqual Method” 

 

Service quality is a problem faced at Tahu Pong and Mie Keriting Brumbungan 

Restaurant because there are consumer complaints about service quality. This study 

aims to determine the gap between expected service and perceived service, determine 

the gap between expected service and management's perception of expected service, and 
determine the level of importance and performance at the restaurant. The method used 

is the servqual method to analyze service quality on 5 dimensions of service quality 

(Tangibles, Reliability, Responsiveness, Assurance, and Empathy) through gap analysis 

1 and 5.In knowing whether gap 1 and gap 5 have significant differences or not, it is 

necessary T test (Independent Sample T-Test). In addition, to determine the level of 

importance and performance, an Importance Performance Analysis (IPA) is needed, 

which is depicted in the Cartesian diagram. The type of data in this study is primary data 

obtained using a questionnaire. The results showed that there is a gap in the gap 5 with 

a score of -0.78, meaning that the quality of service at the restaurant is not in accordance 

with consumer expectations. The biggest gap is in the tangibles dimension with a score 

of -1.18 and the difference is significant. While the smallest gap occurs in the empathy 

dimension with a gap score of -0.3 and the Sig. (2-tailed)> 0.05 so it can be said that 

there is no significant difference. In addition, it was found that there was no gap between 

consumer expectations and management perceptions of consumer expectations (gap 1) 

because based on the results of the T test on all dimensions the Sig. (2-tailed)> 0.05, 

which means there is no significant difference. In the Importance Performance Analysis, 

the main priority in improving service quality lies in the attributes X1.3, X1.5, X3.1, X3.5, 

dan X4.5. As for the suggestions for the restaurant in improving the quality of service, 

namely the leadership to carry out preventive maintenance & breakdown maintenance, 

provide directions to parking attendants to improve the efficiency of parking space use, 

provide health protocol equipment and provide directions on how to use it properly, 

recruit new employees as servants and to further research, analysis of service quality 

with the servqual method using the entire gap. 

Keywords: Service Quality, Servqual Method, Importance Performance Analysis 



x  

  

DAFTAR ISI   

  

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

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

HALAMAN PERNYATAAN ORISINALITAS .................................................  iii 

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

KATA PENGANTAR ...........................................................................................   v 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI UNTUK 

KEPENTINGAN AKADEMIS ............................................................................  vii 

ABSTRAK .............................................................................................................  viii 

ABSTRACT ...........................................................................................................  ix 

DAFTAR ISI ..........................................................................................................  x  

DAFTAR TABEL ..................................................................................................   xiv 

DAFTAR GAMBAR .............................................................................................  xvi 

DAFTAR LAMPIRAN .........................................................................................  xvii 

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

1.1. Latar Belakang Masalah ........................................................................  1 

1.2. Perumusan dan Pembatasan Masalah ..................................................   6 

1.2.1. Perumusan Masalah ...................................................................  6 

1.2.2. Pembatasan Masalah ..................................................................   6 

1.3. Tujuan dan Manfaat Penelitian ............................................................   7 

1.4. Sistematika Penulisan ............................................................................   8 



xi  

  

BAB II : LANDASAN TEORI .............................................................................  9  

2.1. Kualitas ....................................................................................................   9 

2.2. Kualitas Pelayanan .................................................................................   9 

2.2.1. Pengertian Kualitas Pelayanan ..................................................   9 

2.2.2. Dimensi Kualitas Pelayanan.......................................................  10  

2.3. Kualitas Jasa............................................................................................  11  

2.3.1. Pengertian Kualitas Jasa ............................................................   11 

2.3.2. Model Kualitas Jasa ....................................................................  11  

2.4. Metode Servqual ......................................................................................   15 

2.5. Uji T (Independent Sample T-Test) ........................................................  17 

2.6. Importance Performance Analysis ..........................................................   18 

2.6.1. Konsep Importance Performance Analysis...............................   18 

2.6.2. Tahapan Importance Performance Analysis ............................   19 

2.7. Penelitian Terdahulu ..............................................................................   21 

2.8. Kerangka Pikir Penelitian ......................................................................  24 

2.9. Definisi Opersional..................................................................................  26 

2.9.1. Rumah Makan Tahu Pong dan Mie Keriting Brumbungan  26 

2.9.2. Bukti Fisik (Tangibless) ............................................................   26 

2.9.3. Kehandalan (Reliability) ...........................................................   26 

2.9.4. Daya Tanggap (Responsiveness) ..............................................  27  

2.9.5. Jaminan (Assurance).................................................................   27 

2.9.6. Empati (Empathy) .....................................................................   28 

2.9.7. Gap 1...........................................................................................   28 

2.9.8. Gap 5...........................................................................................  30 

2.9.9. Uji T(Independent Sample T-Test) ...........................................  31 

2.9.10. Importance Performance Analysis (IPA) .................................   31 

2.9.11. Kualitas Pelayanan Jasa ...........................................................  32  



xii  

  

 

 

BAB III : METODE PENELITIAN ....................................................................   33 

3.1. Objek dan Lokasi Penelitian ..................................................................  33  

3.2. Populasi dan Sampling ...........................................................................   33 

3.3. Metode Pengumpulan Data ....................................................................   35 

3.3.1. Jenis dan Sumber Data ...............................................................   35 

3.3.2. Teknik Pengumpulan Data ........................................................  36 

3.3.3. Uji Validitas dan Reliabilitas .....................................................   36 

3.4. Alat Analisis Data ...................................................................................  38 

3.4.1. Analisis Gap .................................................................................   38 

3.4.2. Uji-T(Independent Sample T-Test) ...........................................  41 

3.4.3. Importance Performance Analysis (IPA) ....................................   41 

BAB IV : HASIL DAN PEMBAHASAN ............................................................   46 

4.1. Gambaran Umum Perusahaan ..............................................................   46 

4.1.1. Sejarah Perusahaan ....................................................................  46 

4.1.2. Struktur Organisasi Rumah Makan Tahu Pong dan Mie  

Keriting Brumbungan ................................................................  47 

4.2. Gambaran Umum Responden ...............................................................   48 

4.2.1. Identifikasi Karakteristik Responden Pihak Manajemen.......   48 

4.2.2. Identifikasi Karakteristik Responden Konsumen....................  50 

4.3. Analisis Uji Validitas dan Reliabilitas...................................................  51 

4.4. Analisis Gap .............................................................................................   60 

4.4.1. Analisis Gap 1 ..............................................................................   60 

4.4.2. Analisis Gap 5 ..............................................................................   67 



xiii  

  

4.5. Analisis Uji-T (Independent Sample T-Test) .......................................  85 

4.6. Importance Performance Analysis (IPA)................................................  88 

BAB V: KESIMPULAN DAN SARAN ...............................................................   95 

5.1.   Kesimpulan .............................................................................................   95 

5.2.  Saran .....................................................................................................  96 

DAFTAR PUSTAKA ..........................................................................................   98 

LAMPIRAN .........................................................................................................   101 

 

 

 

 

 

 

 

 

 

 

 

 



xiv  

  

DAFTAR TABEL 

  

Tabel 1.1.   Jumlah Rumah Makan di Kota Semarang  .................................  2 

Tabel 1.2.  Keluhan Konsumen atas Kualitas Pelayanan Rumah Makan  

Tahu Pong dan Mie Keriting Brumbungan  ...............................  4 

Tabel 2.1.  Skala Parameter Kinerja dan Kepentingan ................................   18 

Tabel 2.2.  Tabel Penelitian Terdahulu ..........................................................   21 

Tabel 3.1. Skala Parameter Kinerja dan Kepentingan ................................  42  

Tabel 4.1. Karakteristik Responden Pihak Manajemen ..............................  49 

Tabel 4.2. Karakteristik Responden Konsumen ...........................................  50 

Tabel 4.3. Validitas Persepsi Manajemen atas Harapan Konsumen ..........  52 

Tabel 4.4. Validitas Harapan Konsumen (Expected Service) .......................  54 

Tabel 4.5. Validitas Layanan yang Diterima Konsumen (Perceived Service) 56 

Tabel 4.6. Reliabilitas Persepsi Manajemen atas Harapan Konsumen ......  58 

Tabe 4.7. Reliabilitas Harapan Konsumen (Expected Service) ...................  59 

Tabel 4.8.  Reliabilitas Layanan yang Diterima Konsumen (Perceived Service) 59 

Tabel 4.9.  Gap 1 Berdasarkan Setiap Dimensi Kualitas Pelayanan ...........  60 

Tabel 4.10.  Gap 1 pada Atribut-atribut Dimensi Tangibles ...........................  61 

Tabel 4.11.  Gap 1 pada Atribut-atribut Dimensi Reliability ..........................  63 

Tabel 4.12.  Gap 1 pada Atribut-atribut Dimensi Responsiveness .................  64 



xv  

  

Tabel 4.13 Gap 1 pada Atribut-atribut Dimensi Assurance..........................  65 

Tabel 4.14 Gap 1 pada Atribut-atribut Dimensi Empathy ............................  66 

Tabel 4.15. Gap 5 Berdasarkan Setiap Dimensi Kualitas Pelayanan ...........  68 

Tabel 4.16. Peringkat Skor Gap 5 pada Setiap Dimensi Kualitas Pelayanan 68 

Tabel 4.17. Gap 5 pada Atribut-atribut Dimensi Tangibles ...........................  71 

Tabel 4.18. Gap 5 pada Atribut-atribut Dimensi Assurance..........................  74 

Tabel 4.19. Gap 5 pada Atribut-atribut Dimensi Responsiveness .................  78 

Tabel 4.20. Gap 5 pada Atribut-atribut Dimensi Reliability ..........................  80 

Tabel 4.21. Gap 5 pada Atribut-atribut Dimensi Empathy ............................  83 

Tabel 4.22. Hasil Uji T pada Gap 1 ..................................................................  86 

Tabel 4.23.  Hasil Uji T pada Gap 5 ..................................................................  87 

Tabel 4.24.   Rata-rata Tingkat Kinerja dan Kepentingan .............................  89 

Tabel 4.25. Atribut-atribut pada Kuadran A .................................................  92 

Tabel 4.26. Atribut-atribut pada Kuadran B ..................................................  92 

Tabel 4.27.   Atribut-atribut pada Kuadran C .................................................  93 

Tabel 4.28.   Atribut-atribut pada Kuadran D .................................................  94 

 

 



xvi  

  

DAFTAR GAMBAR 

  

Gambar 2.1.  Service Quality Model ................................................................   12 

Gambar 2.2.  Importance Performance Analysis Matrix  ...............................  20 

Gambar 2.3.  Kerangka Pikir ..........................................................................   25 

Gambar 3.1.  Importance Performance Analysis Matrix ................................   44 

Gambar 4.1. Struktur Organisasi Rumah Makan Tahu Pong dan  

  Mie Keriting Brumbungan .......................................................  47 

Gambar 4.2. Penjabaran Atribut-atribut Dalam Diagram Kartesius ........  91 

  

  

  

  

  

  

 

 

 

 

 

 



xvii  

  

DAFTAR LAMPIRAN 

 

LAMPIRAN 1  KUESIONER  .......................................................................  101 

LAMPIRAN 2  HASIL UJI VALIDITAS DAN RELIABILITAS  

 KUESIONER ........................................................................  109 

LAMPIRAN 3 HASIL UJI –T (INDEPENDENT SAMPLE T-TEST) .....  117 

LAMPIRAN 4  SURAT KETERANGAN .....................................................  119 




