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ABSRTAK 

Nama  : Atharic Alfadh 

NIM  : 41621010037 

Program Studi : Teknik Industri 

Judul Laporan Skripsi : Analisis Kepuasan Pelanggan di Must Break Coffee 

and Eatery  

Pembimbing : Silvi Ariyanti, S.T., M.Sc. 

 

 

Penelitian ini bertujuan untuk menganalisis tingkat kepuasan pelanggan di Must 

Break Coffee and Eatery menggunakan metode Service Quality (Servqual) yang 

membandingkan persepsi dan harapan pelanggan pada lima dimensi kualitas 

pelayanan, yaitu tangible, reliability, responsiveness, assurance, dan empathy. 

Penelitian ini menggunakan pendekatan kuantitatif dengan teknik pengumpulan 

data melalui kuesioner yang disebarkan kepada 100 responden yang merupakan 

pelanggan Must Break Coffee and Eatery. Analisis data dilakukan menggunakan uji 

validitas, reliabilitas, dan perhitungan skor Servqual, serta dilengkapi dengan 

identifikasi prioritas perbaikan. Hasil penelitian menunjukkan bahwa seluruh 

dimensi pelayanan memiliki nilai gap negatif, yang berarti kualitas pelayanan 

belum sepenuhnya memenuhi harapan pelanggan. Dimensi tangible memiliki gap 

terbesar (-0,40) yang mengindikasikan perlunya peningkatan pada aspek fasilitas 

fisik. Sebaliknya, dimensi assurance memiliki gap terkecil (-0,10), menunjukkan 

bahwa rasa aman dan kepercayaan pelanggan tergolong baik. Temuan ini dapat 

menjadi acuan bagi manajemen dalam menyusun strategi peningkatan layanan, 

khususnya pada dimensi dengan nilai rendah, guna meningkatkan kepuasan 

pelanggan secara menyeluruh. 

 

Kata Kunci: Kepuasan pelanggan, Kualitas pelayanan, Servqual, Must Break 

Coffee and Eatery   
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ABSTRACT 

Name  : Atharic Alfadh 

NIM  : 41621010037 

Study Program : Industrial Engineering 

Title Thesis  :  Customer Satisfaction Analysis at Must Break 

Coffee and Eatery  

Counsellor : Silvi Ariyanti, S.T., M.Sc. 

 

This study aims to analyze customer satisfaction at Must Break Coffee and Eatery 

using the Service Quality (Servqual) method, which compares customer perceptions 

and expectations across five service quality dimensions: tangibles, reliability, 

responsiveness, assurance, and empathy. This research applies a quantitative 

approach, with data collected through questionnaires distributed to 100 

respondents who are customers of Must Break Coffee and Eatery. Data analysis 

includes validity and reliability testing, Servqual score calculation, and 

identification of improvement priorities. The results show that all service 

dimensions have negative gap values, indicating that the service quality has not 

fully met customer expectations. The tangibles dimension recorded the largest gap 

(-0.40), suggesting the need for improvements in physical facilities. Conversely, the 

assurance dimension had the smallest gap (-0.10), indicating a relatively good level 

of customer trust and sense of security. These findings can serve as a reference for 

management to develop service improvement strategies, particularly in dimensions 

with lower scores, to enhance overall customer satisfaction.  

 

Keywords: Customer satisfaction, Service quality, Servqual, Must Break Coffee and 

Eatery   
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