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RINGKASAN 

RANGGA GARNAMA. Analisis Peningkatan Kualitas Layanan Pada Perusahaan 

Jasa Pengendalian Hama Melalui Integrasi Model Kano, Model Markov, dan Push-

Pull-Mooring di PT XYZ. Dibimbing oleh EKO RUDDY CAHYADI dan ALIM 

SETIAWAN SLAMET. 

Persaingan dalam industri jasa pengendalian hama menuntut perusahaan untuk 

meningkatkan kualitas layanan sekaligus mempertahankan pelanggan agar tetap 

kompetitif. Oleh karena itu, diperlukan pendekatan yang mampu menjelaskan 

hubungan antara kualitas layanan, perilaku pelanggan, dan retensi pelanggan secara 

komprehensif. Penelitian ini bertujuan menganalisis atribut kualitas layanan 

menggunakan Model Kano, faktor-faktor yang memengaruhi switching intention 

menggunakan kerangka Push–Pull–Mooring (PPM), serta memprediksi retensi 

pelanggan dan pangsa pasar menggunakan Model Markov. Ketiga model tersebut 

kemudian diintegrasikan untuk menyusun strategi peningkatan kualitas layanan dan 

retensi pelanggan pada PT XYZ. Penelitian menggunakan pendekatan kuantitatif 

melalui survei terhadap 385 pelanggan PT XYZ yang telah menggunakan layanan 

perusahaan selama minimal satu tahun. Analisis dilakukan menggunakan Model Kano, 

kerangka Push–Pull–Mooring, dan Model Markov. 

Hasil penelitian menunjukkan bahwa atribut kualitas layanan PT XYZ terdiri 

atas 21 atribut Must-Be, 11 atribut One-Dimensional, dan 14 atribut Attractive. Analisis 

Push–Pull–Mooring menunjukkan push effect berada pada kategori rendah, pull effect 

pada kategori sedang, sedangkan mooring effect merupakan faktor yang paling 

dominan sehingga tingkat switching intention relatif rendah. Sementara itu, Model 

Markov menunjukkan bahwa PT XYZ memiliki probabilitas retensi pelanggan sebesar 

71% dan diproyeksikan mempertahankan pangsa pasar sebesar 41,5% pada kondisi 

steady state. 

Integrasi ketiga model menunjukkan bahwa pemenuhan atribut Must-Be 

menekan push effect, peningkatan atribut One-Dimensional membatasi pull effect, 

sedangkan pengembangan atribut Attractive memperkuat mooring effect melalui 

peningkatan kepercayaan dan hubungan jangka panjang dengan pelanggan. Temuan ini 

menunjukkan bahwa peningkatan kualitas layanan tidak hanya berfokus pada 

pemenuhan kebutuhan dasar pelanggan, tetapi juga pada penciptaan nilai tambah untuk 

memperkuat retensi pelanggan dan mempertahankan daya saing perusahaan. 

Penelitian ini memberikan kontribusi akademik melalui integrasi Model Kano, 

Push–Pull–Mooring, dan Model Markov dalam menjelaskan hubungan antara kualitas 

layanan, perilaku pelanggan, dan retensi pelanggan. Secara praktis, hasil penelitian 

dapat menjadi dasar bagi perusahaan jasa pengendalian hama dalam menyusun strategi 

peningkatan kualitas layanan dan retensi pelanggan secara berkelanjutan. 

 

Kata kunci: kualitas layanan, Model Kano, Model Markov, Push–Pull–Mooring, 

retensi pelanggan, switching intention. 

 

 

 

 

 

 





SUMMARY 

RANGGA GARNAMA.  Analysis of Service Quality Improvement in a Pest 

Control Service Company through the Integration of the Kano Model, Markov 

Model, and Push–Pull–Mooring at PT XYZ. Supervised by EKO RUDDY 

CAHYADI dan ALIM SETIAWAN SLAMET. 

Increasing competition in the pest control service industry requires companies 

to improve service quality while maintaining customer retention to remain 

competitive. Therefore, a comprehensive approach is needed to explain the 

relationship between service quality, customer behavior, and customer retention. 

This study aims to analyze service quality attributes using the Kano Model, examine 

the factors influencing customers' switching intention using the Push–Pull–

Mooring (PPM) framework, and predict customer retention and market share using 

the Markov Model. Furthermore, the three models are integrated to develop service 

quality improvement and customer retention strategies for PT XYZ. This study 

employed a quantitative approach using a survey of 385 customers who had used 

PT XYZ's services for at least one year. The Kano Model was used to classify 

service quality attributes, the Push–Pull–Mooring framework was applied to 

analyze the factors influencing switching intention, and the Markov Model was 

employed to predict customer retention probability and market share under steady-

state conditions. 

The results identified 21 Must-Be, 11 One-Dimensional, and 14 Attractive 

service quality attributes. The Push–Pull–Mooring analysis revealed a low push 

effect, a moderate pull effect, and a high mooring effect, indicating a relatively low 

level of customer switching intention. Meanwhile, the Markov Model showed that 

PT XYZ has a 71% customer retention probability and is projected to maintain a 

41.5% market share under steady-state conditions. 

The integration of the three models demonstrates that fulfilling Must-Be 

attributes reduces the push effect, improving One-Dimensional attributes limits the 

pull effect, and enhancing Attractive attributes strengthens the mooring effect by 

fostering customer trust and long-term relationships. These findings indicate that 

service quality improvement should focus not only on meeting customers' basic 

expectations but also on creating value-added services that enhance customer 

retention and sustain the company's competitive advantage. 

This study contributes to the academic literature by integrating the Kano 

Model, the Push–Pull–Mooring framework, and the Markov Model to explain the 

relationship between service quality attributes, customer behavior, and customer 

retention. Practically, the findings provide a strategic basis for pest control service 

companies to improve service quality, strengthen customer retention, and maintain 

long-term competitive advantage. 

 

Keywords: customer retention, Kano Model, Markov Model, Push–Pull–Mooring, 

service quality, switching intention. 
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