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ABSTRAK

Penelitian ini bertujuan untuk mengukur kualitas layanan Van Danoe Coffee &
Roastery dengan mengidentifikasi atribut kualitas layanan berdasarkan lima dimensi
kualitas layanan dalam SERVQUAL, menentukan atribut kualitas layanan menjadi
prioritas perbaikan dengan menggunakan metode Importance Performance Analysis,
serta memberikan usulan perbaikan terhadap atribut kualitas layanan yang menjadi
prioritas perbaikan. Salah satu metode yang dapat digunakan untuk mengukur kualitas
layanan adalah integrasi Metode SERVQUAL dan Importance Performance Analysis.
Penelitian ini menggunakan pendekatan kualitatif deskriptif. Kualitas layanan diukur
menggunakan metode SERVQUAL yang terdiri dari 35 atribut kualitas layanan
berdasarkan lima dimensi yaitu tangible, reliability, responsiveness, assurance, dan
empathy. Kuesioner SERVQUAL disebarkan kepada 100 partisipan dengan
menggunakan teknik sampling purposive. Hasil penelitian menunjukkan kualitas
layanan Van Danoe Coffee & Roastery memiliki nilai service quality gap sebesar -0.06,
dengan masing-masing dimensi mendapat nilai gap negatif sebesar -0.13 untuk dimensi
tangible, -0.07 untuk dimensi reliability, -0.06 untuk dimensi empathy, -0.04 untuk
dimensi responsiveness, dan -0.01 untuk dimensi assurance. Sehingga, dapat dikatakan
bahwa kualitas layanan Van Danoe Coffee & Roastery belum memenuhi harapan
pelanggan. Terdapat 4 atribut kualitas layanan yang menjadi prioritas perbaikan oleh
Van Danoe Coffee & Roastery, sehingga diberikan beberapa usulan perbaikan yaitu
melakukan sosialisasi mengenai tata cara menyampaikan keluhan, menyediakan sarana
penyampaian keluhan / kritik dan saran melalui beberapa saluran layanan seperti, direct
customer service, media sosial, calls dan text, maupun QR code yang terhubung dengan
website Van Danoe Coffee & Roastery di setiap meja pelanggan, mengadakan pelatihan
terhadap karyawan untuk menanyakan dan mendengarkan keluhan / kritik dan saran
kepada pelanggan dan mengatasi keluhan tersebut, mengadakan pelatihan terhadap
karyawan untuk cepat dan tanggap dalam mengambil piring / gelas kotor dan
membersihkan meja pelanggan, melakukan design ulang buku menu Van Danoe Coffee
& Roastery dengan memperhatikan unsur visual berupa: ilustrasi, teks, tipografi, warna,
ukuran dan /ayout, mengadakan pelatihan terhadap karyawan untuk memberikan
perhatian kepada pelanggan dengan menawarkan pemesanan lagi.

Kata kunci: Kualitas, Kualitas layanan, SERVQUAL, Importance Performance Analysis
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ABSTRACT

This study aims to measure the service quality of Van Danoe Coffee & Roastery by
identifying service quality services based on the five quality dimensions in
SERVQUAL, determining the quality of attributes to be priority improvements using
the Importance Performance Analysis method, and providing suggestions for
improvements to service quality that are priority improvements. One method that can
be used to measure service quality is the integration of the SERVQUAL Method and
Importance Performance Analysis. This study uses a descriptive approach. Service
quality based on size uses the SERVQUAL method which consists of 35 service quality
attributes of five dimensions, namely tangible, reliability, responsiveness, assurance,
and empathy. The SERVQUAL questionnaire was distributed to 100 participants using
purposive sampling technique. The results showed that the service quality of Van
Danoe Coffee & Roastery had a service quality gap value of -0.06, with each dimension
getting a negative gap value of -0.13 for the tangible dimension, -0.07 for the reliability
dimension, -0. 06 for the empathy dimension, -0.04 for the responsiveness dimension,
and -0.01 for the assurance dimension. So it can be said that the service quality of Van
Danoe Coffee & Roastery has not met customer expectations. There are 4 service
attributes that are priority improvements by Van Danoe Coffee & Roastery, so some
suggestions for improvement are given, namely socializing the procedure for
submitting complaints, providing a means of submitting complaints / criticisms and
through several service channels such as direct customer service, social media, calls
and text, as well as QR codes that are connected to the Van Danoe Coffee & Roastery
website at every customer table, conduct training for employees to listen to complaints
/ criticisms and suggestions to customers and resolve these complaints, conduct training
for employees to be fast and responsive in picking up plates / dirty glasses and cleaning
customer tables, redesigning the Van Danoe Coffee & Roastery menu book by paying
attention to visual elements in the form of: illustrations, text, typography, color, size
and layout, conducting training for employees to pay attention to customers by offering
order again.

Keywords: Quality, Service quality, SERVQUAL, Importance Performance Analysis
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