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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui ekspektasi dan
persepsi pengantin terhadap kualitas pelayanan di HIS Corp Bandung.,
sehingga dapat diketahui apa saja faktor-faktor untuk meningkatkan
kepuasan pengunjung dengan menggunakan dimensi SERVQUAL John
Haywod Farmer’s.

Pada penelitian ini menggunakan kuantitatif deskriptif, dengan
metode pengumpulan data menggunakan wawancara, dokumentasi, dan
kuisioner yang disebar kepada 48 pengantin HIS Corp Bandung sebagai
sampel, teknik analisis data menggunakan metode analisis importance-
performance (IPA).

Hasil penelitian menunjukkan kualitas pelayanan di HIS Corp
Bandung dari tiga aspek dimensi menunjukkan hasil yang sangat baik
dengan aspek Proffesional Judgement menjadi aspek yang sangat
mempengaruhi kualitas layanan dengan presentase 91,78%, People’s
Behavior 91,64%, dan Physical Facilities, Processes and Procedures
89,48% sebagai hasil yang paling rendah. Namun masih harus dilakukan
perbaikan berdasarkan analisis importance-performance (IPA) yang ada
pada diagram Kkartesius karena masih ada 4 variabel yang harus di
tingkatkan karena dianggap penting oleh pelanggan dikuadran A dan
sembilan variabel yang harus ditingkatkan karena kurang memuaskan oleh
pelanggan dikuadran C.

Kesimpulan dari penelitian ini bahwa kualitas pelayanan di HIS
Corp Bandung berada pada kategori sangat baik dan rata-rata keseluruhan
hasil kenyataan mendekati harapan dari pelanggan namun masih
membutuhkan perbaikan karena aspek Physical Facilities, Processes and
Procedures berada pada kategori terendah dan harus lebih memperhatikan
kapasitas ruang gedung pernikahan HIS Corp Bandung.

Kata Kunci : Kualitas Pelayanan, Kepuasan Pelanggan, Importance
Performance Analysis (IPA)



ABSTRACT

The purpose of this study was to determine the expectations and perceptions
of visitors on service quality in HIS Corp Bandung, so that factors can be identified
to increase the bride satisfaction by using John Haywod Farmer’s SERVQUAL
dimension.

In this study using descriptive quantitative, with the method of collecting data
using interviews, documentation, and questionnaires distributed to 48 brides of HIS
Corp Bandung as samples, the data analysis technique uses the importance-
performance analysis (IPA) method.

The results showed the quality of service at HIS Corp Bandung from three
dimensions aspects showed very good results with the Professional Judgment aspects
being the aspects that greatly affected the service quality with a percentage of
91.78%, People's Behavior 91.64%, and Physical Facilities, Processes and
Procedures 89.48% as the lowest yield. However, improvement still needs to be done
based on the importance-performance analysis (IPA) contained in the Cartesian
diagram because there are still 4 variables that must be improved because it is
considered important by customers in quadrant A and nine variables that must be
improved because it is less satisfying by customers in quadrant C.

The conclusion of this study is that the quality of service at HIS Corp
Bandung is in the very good category and the overall average results are close to the
expectations of customers but still needs improvement because the aspects of
Physical Facilities, Processes and Procedures are in the lowest category and must
pay more attention to building space capacity HIS Corp Bandung's wedding.

KEYWORDS : Service Quality, Customer Satisfaction, Importance Performance
Analysis (IPA)
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