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ABSTRAK 

 

 

Penelitian ini ingin mengetahui bagaimana gambaran mengenai kepuasan konsumen 

terhadap kualitas pelayanan Klinik Gigi “X” di kota Bandung. Tujuan penelitian ini adalah 

untuk mengetahui tingkat kepuasan konsumen terhadap kualitas pelayanan Klinik Gigi “X” 

dilihat dari lima dimensinya, yaitu reliability, responsiveness, assurance, empathy, dan 

tangibles serta faktor-faktor yang mempengaruhinya.  Penelitian ini merupakan penelitian 

deskriptif.   

Alat ukur yang digunakan untuk mengetahui tingkat kepuasan konsumen terhadap 

kualitas pelayanan di Klinik Gigi “X” di kota Bandung adalah modifikasi oleh peneliti dari 

alat ukur SERVQUAL yang dibuat oleh Zeithaml (2006), yang dibuat berdasarkan lima 

dimensi kualitas pelayanan, yaitu reliability, responsiveness, assurance, empathy, dan 

tangibles.  Berdasarkan perhitungan validitas alat ukur, diperoleh hasil bahwa keseluruhan 

item (43 item) valid, dan memiliki reliabilitas yang tinggi.   

Sebagian besar pasien Klinik Gigi “X” merasa tidak puas terhadap pelayanan yang 

diberikan Klinik Gigi “X” di Kota Bandung. Ketidakpuasan pasien terhadap pelayanan 

Klinik Gigi “X” di Kota Bandung dirasakan pada seluruh dimensi, yaitu tangibles, empathy, 

responsiveness, reliability, dan assurance. Hasil penelitian ini hendaknya dapat menjadi 

masukan bagi manajemen Klinik Gigi “X” di Kota Bandung untuk meningkatkan kualitas 

pelayanannya disetiap dimensi ketidakpuasan pasien, yaitu tangibles, empathy, 

responsiveness, reliability, dan assurance.  

 

 

 

 

  



 

vi 
Universitas Kristen Maranatha 

ABSTRACT 

 

 

 

This study wanted to determine how the image on customer satisfaction with service 

quality Dental Clinic "X" in the city of Bandung. The purpose of this study was to determine 

the level of customer satisfaction with service quality Dental Clinic "X" views of the five 

dimensions, namely reliability, responsiveness, assurance, empathy, and tangibles and the 

factors that influence it. This research is descriptive.  

Measuring instruments used to determine the level of customer satisfaction with the 

quality of service in the dental clinic "X" in the city of Bandung was modified by the 

researchers of the measuring instrument SERVQUAL made by Zeithaml (2006), which is 

based on five dimensions of service quality, ie: reliability, responsiveness, assurance, 

empathy, and tangibles. Based on the calculation of the validity of measuring instruments, the 

result that the whole item (43 items) was valid, and included in the criteria of high reliability.  

Most patients Dental Clinic "X" are not satisfied with the services provided Dental 

Clinic "X" in the city of Bandung. Dissatisfaction patients to services Dental Clinic "X" in the 

city of Bandung is felt in all dimensions, namely tangibles, empathy, responsiveness, 

reliability and assurance. The results of this study should be input to the management of 

Dental Clinic "X" in the city of Bandung to improve service quality in every dimension of 

patient dissatisfaction, namely tangibles, empathy, responsiveness, reliability, and assurance.  
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