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ABSTRACT 

 

Yusa Abid Taslim (2022). Analysis of Customer Satisfaction Levels Based on Five 

Servqual Dimensions at Depot Teh Giwi Muara Teweh. Adviser : Ahmad Rifani, SE, 

MM.  

This study aims to determine the level of customer satisfaction at Depot Teh 

Giwi based on the 5 dimensions of Servqual proposed by Parasuraman et al, namely 

Tangible, Reliability, Responsiveness, Assurance, and Empathy.  

This research is a quantitative research. The subject of this research is Giwi 

Tea Depot customers totaling 100 people. Data collection using a questionnaire 

made with Google Form, data analysis was carried out with the CSI (Customer 

Satisfaction Index) and IPA (Importance Performance Analysis) which is processed 

using Microsoft Excel and SPSS programs.  

The results of the CSI analysis show that overall customer satisfaction is at the 

level of the very satisfied category with a satisfaction index of 82.78%. The results 

of the IPA analysis show that there is something that still needs to be improved in 

the Assurance and Empathy dimensions. 

 

Keywords :Servqual, CSI, Customer Satisfaction Index, IPA, Importance 

Performance Analysis, Depot Teh Giwi
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ABSTRAKSI 

 

Yusa Abid Taslim (2022). Analisis Tingkat Kepuasan Konsumen Berdasarkan Lima 

Dimensi Servqual Di Depot Teh Giwi Muara Teweh. Pembimbing : Ahmad Rifani, 

SE, MM.  

Penelitian ini bertujuan untuk mengetahui tingkat kepuasan konsumen Depot 

Teh Giwi berdasarkan 5 dimensi Servqual yang dikemukakan oleh Parasuraman 

dkk yaitu, Tangible, Reliability, Responsiveness, Assurance, dan Empathy. 

Penelitian ini merupakan penelitian kuantitatif. Subyek penelitian ini adalah 

konsumen Depot Teh Giwi yang berjumlah 100 orang. Pengumpulan data 

menggunakan angket yang dibuat dengan Google Form, analisis data dilakukan 

dengan metode CSI (Customer Satisfaction Index) dan IPA (Importance 

Performance Analysis) yang diproses dengan program Microsoft Excel dan SPSS. 

Hasil analisis CSI menunjukan bahwa kepuasan konsumen secara keseluruhan 

berada pada tingkat kategori sangat puas dengan indeks kepuasan 82,78%. Hasil 

analisis IPA menunjukan ada yang masih harus diperbaiki dalam dimensi Assurance 

dan Empathy. 

 

Kata kunci : Servqual, CSI, Customer Satisfaction Index, IPA, Importance 

Performance Analysis, Depot Teh Giwi.



 

ix 
 

DAFTAR ISI 

LEMBAR LEGALITAS  ........................................................................... i 

LEMBAR PENGESAHAN UJIAN SKRIPSI  .......................................... ii 

LEMBAR BERITA ACARA PERBAIKAN SKRIPSI  ............................ iii 

SURAT PERNYATAAN ORISINALITAS  ............................................... iv 

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

ABSTRACT  .............................................................................................. vii 

ABSTRAKSI  ............................................................................................. viii 

DAFTAR ISI  ............................................................................................. ix 

DAFTAR TABEL  ...................................................................................... x 

DAFTAR BAGAN  ..................................................................................... xi 

DAFTAR GAMBAR  ................................................................................. xii 

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

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

1.2 Rumusan Masalah  .................................................................. 5 

1.3 Tujuan Penelitian  .................................................................... 5 

1.4 Manfaat Penelitian  .................................................................. 5 

1.5 Sistematika Penulisan ............................................................... 6 

BAB II TINJAUAN PUSTAKA ................................................................. 7 

2.1 Landasan Teori ......................................................................... 7 

2.2 Hasil Penelitian Sebelumnya .................................................... 19 

BAB III KERANGKA KONSEPTUAL  .................................................... 22 

3.1 Kerangka Konseptual (Model Penelitian) ................................ 22 

BAB IV METODE PENELITIAN  ............................................................ 23 

4.1 Ruang Lingkup Penelitian  ...................................................... 23 

4.2 Jenis Penelitian  ....................................................................... 23 

4.3 Tempat/Lokasi Penelitian. ........................................................ 23 

4.4 Unit Analisis ............................................................................. 24 

4.5 Populasi dan Sampel................................................................. 24 

4.6 Definisi Operasional. ................................................................ 26 

4.7 Teknik Pengumpulan Data ........................................................ 27 



 
 

x 

4.8 Uji Validitas dan Realibilitas  ................................................... 28 

4.9 Teknik Analisis Data................................................................. 29 

BAB V HASIL PENELITIAN ................................................................... 31 

5.1  Gambaran Umum Objek Penelitian ........................................... 31 

5.2  Statistik Deskriptif .................................................................... 32 

5.3  Uji Validitas & Reliabilitas ....................................................... 39 

5.4  Analisis Data ............................................................................ 42 

5.5  Pembahasan Hasil Penelitian..................................................... 49 

5.6  Implikasi Penelitian .................................................................. 56 

5.7  Keterbatasan Penelitian ............................................................. 61 

BAB VI KESIMPULAN DAN SARAN ...................................................... 62 

6.1  Kesimpulan............................................................................... 62 

6.2  Saran ........................................................................................ 62 

DAFTAR PUSTAKA .................................................................................. 64 

LAMPIRAN ................................................................................................ 68 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xi 
 

DAFTAR TABEL 

 

Tabel 2.1.   ....................................................................................................... 15 
Tabel 4.1. ...........................................................................................................26  

Tabel 5.1 Jenis Kelamin Responden

 ….Error! Bookmark not defined. 

Tabel 5.2 Hasil Statistik Deskriptif Harapan Tangible......... Error! Bookmark not 

defined. 
Tabel 5.3 Hasil Statistik Deskriptif Harapan Reliability...... Error! Bookmark not 

defined. 
Tabel 5.4 Hasil Statistik Deskriptif Harapan Responsiveness .... Error! Bookmark 

not defined. 
Tabel 5.5 Hasil Statistik Deskriptif Harapan Assurance ...... Error! Bookmark not 

defined. 
Tabel 5.6 Hasil Statistik Deskriptif Harapan Empathy ........ Error! Bookmark not 

defined. 
Tabel 5.7 Hasil Statistik Deskriptif Kinerja Tangible .......... Error! Bookmark not 

defined. 
Tabel 5.8 Hasil Statistik Deskriptif Kinerja Reliability ....... Error! Bookmark not 

defined. 
Tabel 5.9 Hasil Statistik Deskriptif Kinerja Responsiveness Error! Bookmark not 

defined. 
Tabel 5.10 Hasil Statistik Deskriptif Kinerja Assurance...... Error! Bookmark not 

defined. 
Tabel 5.11 Hasil Statistik Deskriptif Kinerja Empathy ........ Error! Bookmark not 

defined. 
Tabel 5.12 Hasil Uji Validitas Harapan ................ Error! Bookmark not defined. 
Tabel 5.13 Hasil Uji Validitas Kinerja .................. Error! Bookmark not defined. 

Tabel 5.14 Hasil Uji Reliabilitas Harapan ............. Error! Bookmark not defined. 
Tabel 5.15 Hasil Uji Reliabilitas Kinerja .............. Error! Bookmark not defined. 

Tabel 5.16 Hasil Analisis CSI ............................... Error! Bookmark not defined. 
Tabel 5.17 Rentang Skala Kepuasan Konsumen ... Error! Bookmark not defined. 

Tabel 5.18. Hasil Analisis IPA .............................. Error! Bookmark not defined. 
Tabel 5.19 Selisih Kinerja Terhadap Harapan ....... Error! Bookmark not defined. 

 



 
 

xii 

DAFTAR BAGAN 

 

Bagan 3.1 ............................................................. Error! Bookmark not defined. 
Bagan 5.1. Bagan Kartesius 5 Dimensi Servqual

 ….Error! Bookmark not defined. 

Bagan 5.2. Bagan Kartesius Per Item Kuesioner... Error! Bookmark not defined. 

 

 

 

 

  

file:///C:/Users/10/Desktop/Kuliah%20Abid/SKRIPSI%20-%20Copy%20-%20Copy.docx%23_Toc128426069
file:///C:/Users/10/Desktop/Kuliah%20Abid/SKRIPSI%20-%20Copy%20-%20Copy.docx%23_Toc128426069
file:///C:/Users/10/Desktop/Kuliah%20Abid/SKRIPSI%20-%20Copy%20-%20Copy.docx%23_Toc128426070


 

xiii 
 

DAFTAR GAMBAR 

 

Gambar 4.1 .......................................................... Error! Bookmark not defined. 
 



 

6 



 

68 

 


	SKRIPSI
	ANALISIS TINGKAT KEPUASAN KONSUMEN BERDASARKAN LIMA DIMENSI SERVQUAL
	DI DEPOT TEH GIWI MUARA TEWEH
	Diajukan Untuk Melengkapi Persyaratan Dalam Memperoleh Gelar Sarjana
	Manajemen
	Disusun Oleh :
	YUSA ABID TASLIM
	NIM : 1810312610012
	PRODI MANAJEMEN
	FAKULTAS EKONOMI DAN BISNIS
	UNIVERSITAS LAMBUNG MANGKURAT
	BANJARMASIN
	2023

