Abstrak

Penelitian ini dilaksanakan untuk menggambarkan kepuasan siswa
terhadap kualitas layanan jasa di SMA “X” Cimahi. Pemilihan sampel
menggunakan metode Purposive Sampling, dengan jumlah sampel penelitian /
responden sebanyak 205 orang. Rancangan penelitian yang digunakan adalah
rancangan penelitian deskriptif.

Alat ukur ini dikontruksikan berdasarkan V. A. Zeithaml (2006), yang
terdiri atas 49 item. Data yang diperoleh diolah menggunakan analisis gap (gap
analysis) yang dihitung baik per individu maupun secara keseluruhan.

Berdasarkan pengolahan data secara statistik, diketahui bahwa sebanyak
197 responden dari 205 responden (96.1%) merasa tidak puas terhadap kualitas
SMA “X” di Cimahi, 3 responden dari 205 responden (1.5%) merasa puas
terhadap kualitas layanan jasa SMA “X” di Cimahi, dan 5 responden dari 205
responden (2.4%) merasa sangat puas terhadap kualitas layanan jasa SMA “X”’
di Cimahi.

Kesimpulannya, mayoritas siswa SMA “X” di Cimahi yang menjadi
responden penelitian ini merasa tidak puas terhadap kualitas layanan jasa SMA
“X’” di Cimahi dan mayoritas siswa SMA’’X”” di Cimahi yang menjadi responden
penelitian merasa tidak puas pada dimensi kualitas layanan jasa berikut :
reliability, responsiveness, assurance, empathy dan tangibles. Peneliti
mengajukan saran bagi peneliti berikutnya, agar meneliti korelasi antara faktor-
faktor yang memengaruhi kepuasan konsumen terhadap kualitas layanan jasa
dengan kepuasan konsumen. Selain itu, bagi SMA “X di Cimahi sebagai
penyedia layanan jasa, disarankan untuk meningkatkan kualitas layanan jasanya
pada lima dimensi kualitas layanan jasa.

Universitas Kristen Maranatha



Abstract

This research, using is descriptive studies, has been conducted to describe
the student satisfaction toward service quality of SMA “X* Cimahi. Sample
choosed by Purposive Sampling method, consist of 205 person.

Measurement instrument are contructed based on the customer
satisfaction theory by V.A. Zeithaml (2006) consists of 49 items. Collected data
were processed by gap analysis method.

Based on the statistical data processing, we can see that 197 research
respondent from 205 respondent (96.1%) were not satisfied toward service quality
of SMA “X*> Cimabhi, 3 respondent from 205 respondent (1.5%) were satisfied
toward service quality of SMA “X** Cimahi, and 5 respondent (2.4%) were very
satisfied toward service quality of SMA ““X”” Cimabhi.

Researcher conclude that majority of respondent were not satisfied toward
SMA “X** Cimahi service quality and majority of respondent were not satisfied
toward the dimensions of service quality: reliability, responsiveness, assurance,
empathy and tangibles.Suggestion for futher study is to study to the next
researcher to research the correlations between number of factors that influenced
the consumer satisfaction with the consumer satisfaction itself. Researcher also
suggest SMA “X” Cimahi as a service provider to increased the quality of its
service based from five service quality dimension.
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