ABSTRAK

Penelitian ini berjudul “Studi Deskriptif Mengenai Kepuasan Konsumen
Terhadap Kualitas Pelayanan Restoran Warung Wayangku di Bandung”.
Penelitian ini dilakukan untuk mengetahui bagaimana gambaran kepuasan
konsumen terhadap kualitas pelayanan Restoran Warung Wayangku di Bandung.

Rancangan yang digunakan dalam penelitian ini adalah rancangan
penelitian deskriptif dengan metode survey. Responden yang diteliti adalah
konsumen Restoran Warung Wayangku yang berjumlah 85 orang. Alat ukur yang
digunakan untuk mengukur tingkat kepuasan konsumen berupa kuesioner yang
dibuat sendiri oleh peneliti berdasarkan teori lima dimensi kualitas pelayanan
oleh Valerie A. Zeithaml. Alat ukur ini terdiri dari dua bagian yaitu Expected
Service dan Perceived Service yang berjumlah 43 item untuk setiap bagian.

Data yang diperoleh diolah menggunakan distribusi frekuensi, tabulasi
silang, dan analisis kesenjangan (gap). Berdasarkan hasil uji validitas diperoleh
hasil 43 item yang diterima dan validitas expected service berkisar antara 0,680
hingga 0,852 dan validitas item perceived service berkisar antara 0,314 hingga
0,723. Hasil reliabilitas item expected service adalah 0,987 dan reliabilitas
perceived service adalah 0,949.

Hasil pengolahan data dalam penelitian ini menunjukkan hasil bahwa
mayoritas konsumen Restoran Warung Wayangku merasa tidak puas terhadap
pelayanan yang diberikan Restoran Warung Wayangku. Konsumen yang merasa
tidak puas yaitu sebanyak 74,1% konsumen, sebanyak 14,1% konsumen merasa
puas, dan sebanyak 11,8% konsumen merasa sangat puas terhadap pelayanan
Restoran Warung Wayangku. Hasil penelitian ini menunjukkan ketidakpuasan
konsumen pada dimensi kualitas pelayanan Restoran Warung Wayangku secara
berurutan dari ketidakpuasan yang terbesar hingga ketidakpuasan terkecil adalah
dimensi reliability, empathy, responsiveness, assurance, dan tangible.

Peneliti mengajukan saran agar dilakukan pengukuran data penunjang
mengenai faktor-faktor yang mempengaruhi expected service dan perceived
service yang sebelumnya tidak dilakukan oleh peneliti. Selain itu, juga dapat
dilakukan penelitian lebih lanjut mengenai faktor mana yang paling
mempengaruhi expected service dan perceived service konsumen dalam kaitannya
dengan kepuasan konsumen.
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ABSTRACT

This research is titled “Descriptive Study About Customer’s Satisfaction
Towards the Service Quality of Warung Wayangku Restaurant in Bandung”. The
purpose of this research was to obtain a description about customer’s satisfaction
towards the quality of service that Warung Wayangku Restaurant delivered.

This study used a descriptive design with survey method. The subjects
participated in this study were 85 customers of Warung Wayangku Restaurant.
The tool that was used to measure the customer’s satisfaction was in the form of
questionnaire, which was constructed by the researcher based on Valerie A.
Zeithaml theory on five dimensions of service’s quality. The questionnaire was
divided in two parts,which were expected service and perceived service. Each
part consisted of 43 items.

The data obtained from this research was processed using frequency
distribution, cross tabulation, dan gap analysis. Based on the validation test, all
43 items in this tool were shown valid. Expected service validations were ranged
from 0,680 to 0,852 and perceived service validations were ranged from 0,314 to
0,723. The reliability of expected service was 0,987 and perceived service
reliability was 0,949.

This study showed that the majority of Warung Wayangku Restaurant’s
customers felt dissatisfied with the service that were given by Warung Wayangku
Restaurant. The number of dissatisfied customer was 74,1%. The percentage of
customers who were satisfied by the service quality was 14,1% and customers
who were very satisfied by the service quality was 11,8%. This study shows that
the most unsatisfactory dimension in the service was reliability, followed by
empathy, responsiveness, assurance, and tangible.

Suggestions for further research are to take a measurement about factors
that influenced the expected service and perceived service which hasn’t been
measured by the researcher earlier in this research. Besides that, further research
also needed about which factor that influenced expected service and perceived
service the most in relation of customer’s satisfaction.
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