ABSTRACT

Komando Global Express is an expedition service company with two criteria of customers, i.e.,
corporate and retail customer. This research focuses on the issue regarding the corporate
customer of the company. Despite an increase in the number of the corporate customer, it is
revealed that the corporation using the service of Komando Global Express does not remain
the same for five semesters. The data of the retail customers are not that detailed due to unclear
cooperation contract between the company and the customers. The problem of corporate
customers is worthy of investigation using Service Quality (Servqual) and Important
Performance Analysis (IPA) method. The result shows that the level of customer’s satisfaction
on the service of Komando Global Express is of high category. However, this does not ensure
the competitiveness of the company. Such an issue blames the lack of 12 attributes of the quality
of services. Improvement of these attributes is crucial, especially the aspect of responsiveness
and assurance, while the sustainability of the other six attributes related to the tangibility,

reliability and empathy need to be maintained.

Keywords : Quality Servis, competitiveness,Servqual,IPA

Vv

http://mercubuana.ac.id/



ABSTRACK

Komando Global Express sebagai perusahaan jasa ekspedisi mempunyai 2 kriteria pelanggan
yaitu pelanggan korporasi dan pelanggan retail. Permasalahan penelitian ini adalah pelanggan
korporasi kurang loyal karena walaupun mengalami peningkatan secara jumlah namun
koorporasi yang memanfaaatkan jasa ekspedisi Komando Global Express berganti ganti selama
5 semester. Disisi lain data pelanggan retail yang loyal sulit diketahui karena tidak ada kontrak
kerjasama yang jelas. Persoalan Pelanggan korporasi menarik untuk dikaji menggunakan
metode Service Quality (Servqual) dan Important Performance Analysis (IPA). Hasil
penelitian ini mendapatkan tingkat kepuasan konsumen terhadap kinerja pelayanan Komando
Global Express termasuk dalam kategori tinggi, namun kepuasan tersebut belum menjamin
perusahaan tersebut mempunyai daya saing yang kuat. Hal tersebut dikarenakan terdapat 12
atribut mutu pelayanan yang harus diperbaiki, khususnya atribut aspek responsiveness dan
assurance. Atribut yang perlu dipertahankan hanya 6 atribut terkait dengan atribut dari aspek
tangibel, reliabelity dan emphaty.

Kata kunci: Kualitas,Layanan,Daya saing,Servqual,IPA

Vi

http://mercubuana.ac.id/





