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ABSTRAK 

 

Produk adalah segala sesuatu yang dihasilkan oleh perusahaan. Salah satu 

bentuk dari produk adalah jasa. Jasa memiliki karakteristik Intangibility, 

Inseparability, Variability, dan Perishability. Warnet Digi Games adalah salah 

satu perusahaan yang bergerak di bidang jasa yang menawarkan pelayanan jasa 

internet. Semakin banyaknya warnet membuat warnet Digi Games harus selalu 

siap untuk bersaing, oleh kaerena itu warnet Digi Games harus selalu dapat 

memberikan pelayanan jasa yang berkualitas agar konsumen merasa puas dan 

memilih kembali warnet Digi Games tersebut. Maka mengingat hal itu, penulis 

melakukan penelitian tentang kualitas pelayanan (service quality/serqual). 

Warnet Digi Games harus mengetahui apa yang menjadi harapan para 

konsumennya dan juga apa kinerja yang dirasakan oleh konsumennya agar 

konsumen selalu merasa puas. Warnet Digi Games juga dapat mengetahui apa 

saja kualitas pelayanan yang harus diperbaiki, sehingga konsumen semakin puas 

dan kembali melakukan pembelian ulang di warnet Digi Games. 

Metode penelitian yang digunakan adalah metode diskriptif. Pengambilan 

sampel dilakukan kepada 100 orang konsumen warnet Digi Games. Untuk 

mengukur harapan dan kinerja warnet Digi Games digunakan metode SERQUAL 

berupa instrumen yang dirancang berdasarkan 5 dimensi kualitas pelayanan yaitu: 

tangibility, realibility, responsiveness, assurance, dan emphaty. Pengumpulan 

data dilakukan dengan menggunakan kuesioner, wawancara dan observasi. Uji 

statistiknya menggunakan korelasi spearman untuk mengetahui hubungan antara 

service quality dengan minat beli ulang di warnet Digi Games. 

Dengan menggunakan perhitungan koefisien korelasi Rank Spearman 

dihasilkan rs = +0,672. sedangkan dari perhitungan koefisien determinasi sebesar 

45,16, dapat diketahui bahwa derajat kinerja kualitas pelayanan terhadap 

kepuasan pelanggan cukup kuat. 

Dari hasil pengolahan data dapat disimpulkan bahwa pernyataan pengaruh 

antara  kualitas pelayanan yang diberikan warnet Digi Games terhadap loyalitas 

konsumen dapat diterima.  
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ABSTRACT 

 

 

 

Product is everything yielded by company. One of the forming of product is 

service. Service have Intangibility characteristic, Inseparability, Variability, and 

Perishability. Warnet Digi Games is one of the peripatetic company is service area 

offering internet service activities. More and more warnet him make warnet Digi Games 

have to always ready for competing, therefore warnet Digi Games have to always can 

give service activities which with quality to be consumer lick lips and chosen warnet Digi 

Games as their playground medium. Hence considering that thing is, writer do research 

about quality of service ( quality service / serqual). 

Warnet Digi Games have to know what becoming expectation all its consumer as 

well as what performance felt by its consumer to be consumer always lick lips. Warnet 

Digi Games also can know any kind of quality of service which must improve;repair, so 

that consumer progressively lick lips and back do warnet Digi Games re-buying. 

  used by Research method is diskriptif method. intake of Sample conducted to 100 

warnet Digi Games consumer people. To measure warnet Digi Games performance and 

expectation used by SERQUAL method in the form of designed instrument pursuant to 5 

dimension of is quality of service that is : tangibility, realibility, responsiveness, 

assurance, and emphaty. Data collecting done by using kuesioner, observation and 

interview. its Statistical test use spearman correlation to know relation between quality 

service with enthusiasm buy to repeat warnet Digi Games. 

  By using calculation of Rank Spearman korelaso coefficient yielded by rs = + 

0,672. while from calculation of determinasi coefficient equal to 45,16, can know that 

performance of is quality of service to satisfaction of customer enough strength. 

  From result of data processing can be concluded that influence service between 

quality of given by service is warnet Digi Games to consumer loyalitas can be accepted. 
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