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ABSTRAK 

 

 Penelitian ini dilakukan untuk mengetahui gambaran mengenai tingkat 

kepuasan orangtua terhadap kualitas pelayanan SMP “X” di kota Bandung. 

Sesuai maksud dan tujuan, maka rancangan penelitian yang diajukan 

menggunakan metode deskriptif dengan teknik survei. Adapun sampel dari 

penelitian ini adalah orangtua yang anaknya telah mengikuti pendidikan di SMP 

“X” selama 6 bulan (1 semester). 

 Alat ukur yang digunakan dalam desain penelitian ini berupa kuesioner 

yang dibuat sendiri oleh peneliti, berdasarkan ke–5 dimensi jasa yang 

dikembangkan oleh Valerie A. Zeithaml.  Alat ukur yang digunakan untuk 

menjaring tingkat kepuasan konsumen terdiri dari dua bagian yaitu Expected 

Service dan Percived Service yang berjumlah 50 item untuk setiap bagian. Data 

yang diperoleh diolah menggunakan uji korelasi Rank Spearman dan Alpha 

Cronbach dengan program SPSS 17, dan memperoleh hasil reliabilitas 0,980 

untuk Expected Service serta 0,956 untuk Percived Service. Hasil uji validitas 

item menggunakan kriteria Friedenbrig dan Kaplan yaitu r < 0,3 = item 

dinyatakan tidak valid dan r > 0,3 = item dinyatakan valid, dan memperoleh hasil 

validitas item berada pada kisaran 0.499–0.775 untuk Expected Service dan 

0,358–0,731 untuk Percived Service. 

 Berdasarkan hasil pengolahan data di dapati bahwa 86,4% orangtua 

merasa tidak puas, 7,1% orangtua merasa puas, dan 6,5% orangtua merasa 

sangat puas. Saran yang diberikan peneliti adalah  SMP “X” meningkatkan 

kualitas pelayanannya, terutama dalam hal pelayanan yang dapat menumbuhkan 

kepercayaan orangtua murid terhadap SMP “X”. 
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ABSTRACT 

 

 This study was conducted to determine an overview of the level of parental 

satisfaction with service quality of “X” junior high school in Bandung. The design 

of the proposed research using descriptive method with survey techniques to 

obtain appropriate goals and objectives. The sample of this study is the parents 

whose children have attended the course in "X" junior high school for 6 months (1 

semester).  

 Measuring instrument used in the design of this study is a questionnaire 

designed by the researcher, based on the 5th dimension of services developed by 

Valerie A. Zeithaml. Measuring tool used to capture the level of customer 

satisfaction is composed of two parts: Expected Service and Percived Service, 

consist of 50 items for each section. The data obtained were analyzed using 

Spearman Rank correlation test and Cronbach Alpha with SPSS 17 and obtaining 

the results of reliability 0,980 for Expected Service and 0,956 for Percived 

Service. The results of the item validity testing using Friedenbrig and Kaplan 

criteria : if  r <0.3 ,then the item declared invalid and if r> 0.3 , then the item 

declared valid and obtaining the results of validity of the items in the range 0,499 

– 0,775 for Expected Service and 0,358 – 0,731 for Percived Service. 

 Based on the results of data processing can be concluded that 86.4% of 

parents felt dissatisfied, 7.1% of parents were satisfied, and 6.5% of parents felt 

very satisfied. The researcher’s advice that can be suggested to “X” junior high is 

“X” junior high has to improve its service quality, especially in the services that 

can foster the trust of the parents to it. 
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