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Abstrak

Penelitian ini dilatarbelakangi oleh penurunan volume kargo impor dan jumlah
pelanggan selama periode 2020-2022, yang bertolak belakang dengan data
Kemendagri yang menunjukkan peningkatan impor pada periode yang sama.
Meskipun upaya penurunan harga telah dilakukan, keluhan terkait kualitas
pelayanan tetap ada, disertai penurunan jumlah pelanggan dan volume kargo.
Penelitian ini menggunakan metode statistik deskriptif dengan pendekatan
ServQual dan Importance Performance Analysis. Kuesioner disusun berdasarkan
lima dimensi ServQual (Tangible, Reliability, Responsiveness, Assurance,
Empathy) dengan 25 indikator dan disebar kepada 31 pelanggan untuk mengukur
tingkat kinerja dan harapan menggunakan skala ordinal. Setelah diuji validitas dan
reliabilitas, hasil kuesioner digunakan untuk menghitung nilai gap ServQual dan
memetakan atribut pelayanan pada Importance Performance Analysis. Hasil
penelitian menunjukkan adanya gap negatif pada semua dimensi ServQual,
dengan dimensi Reliability memiliki gap tertinggi (-1,54) dan dimensi Empathy
terendah (-0,58). Pada [Importance Performance Analysis, tujuh indikator
diidentifikasi sebagai prioritas perbaikan di kuadran I, termasuk lahan parkir yang
memadai, jumlah staff yang cukup, prosedur pelayanan yang sederhana,
kemampuan staff dalam memberikan penjelasan, kemampuan staff dalam
menangani masalah, ketanggapan dalam memproses keluhan, dan memberikan
jawaban yang benar kepada pelanggan.

Keywords: ServQual, Kualitas Pelayanan, Importance Performance Analysis

iv

https://lib.mercubuana.ac.id



Abstract

This study is motivated by the decline in the volume of imported cargo and the
number of customers during the 2020-2022 period, which contradicts the Ministry
of Trade data showing an increase in imports during the same period. Although
efforts to reduce prices have been made, complaints related to service quality
persist, accompanied by a decrease in the number of customers and cargo volume.
This research uses descriptive statistical methods with ServQual and Importance
Performance Analysis approaches. The questionnaire was prepared based on five
ServQual dimensions (Tangible, Reliability, Responsiveness, Assurance,
Empathy) with 25 indicators and distributed to 31 customers to measure the level
of performance and expectations using an ordinal scale. After being tested for
validity and reliability, the questionnaire results were used to calculate the
ServQual gap value and map the service attributes on Importance Performance
Analysis. The results showed a negative gap in all ServQual dimensions, with the
Reliability dimension having the highest gap (-1.54) and the lowest Empathy
dimension (-0.58). On Importance Performance Analysis, seven indicators were
identified as priorities for improvement in quadrant I, including adequate parking,
sufficient number of staff, simple service procedures, staff ability to provide
explanations, staff ability to handle problems, responsiveness in processing
complaints, and providing correct answers to customers.

Keywords: ServQual, Service Quality, Importance Performance Analysis
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