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ABSTRAK

NADIA ISNINDITA. Analisis Kepuasan Pelanggan Terhadap Pelayanan
Maya Laundry. Dibimbing oleh HARDIANA WIDYASTUTI

Adanya penurunan jumlah pengunjung dan penurunan omset usaha pada
Maya Laundry, menyebabkan perlunya dilakukan penelitian untuk menganalisis
tingkat kepuasan pelanggan atas pelayanan Maya Laundry, serta untuk mengetahui
apakah terdapat perbedaan antara persepsi dan harapan pelanggan terhadap
pelayanan yang diberikan oleh Maya laundry. Responden dalam penelitian ini
adalah 90 orang yang mewakili pelanggan dari seluruh outlet Maya Laundry.
Pengumpulan data dilakukan dengan menggunakan kuesioner, pengolahan data
dilakukan dengan Customer Satisfaction Index (CSI) dan metode Importance
Performance Analysis (IPA). Hasil penelitian menunjukkan nilai CSI sebesar
88,17% yang artinya pelanggan sudah merasa sangat puas terhadap pelayanan yang
diberikan namun masih dapat dilakukan peningkatan kinerja pada beberapa atribut
seperti akses komunikasi yang mudah, kemampuan memahami keluhan pelanggan,
serta perbaikan atas keluhan pelanggan yang merupakan prioritas utama
berdasarkan analisis Importance Performance Analysis (IPA).

Kata Kunci: CSI, kepuasan pelanggan, pelayanan, laundry.

ABSTRACT

NADIA ISNINDITA. Analysis of Customer Satisfaction on the Service of
Maya Laundry. Supervised by HARDIANA WIDYASTUTI

The decrease in the number of visitors and the decline in revenue at Maya
Laundry necessitate a study to analyze customer satisfaction with Maya Laundry's
services and to determine whether there is a discrepancy between customers'
perceptions and expectations of the services provided by Maya Laundry. The
respondents in this study consisted of 90 individuals representing customers from
all Maya Laundry outlets. Data collection was conducted using questionnaires, and
data processing was carried out using the Customer Satisfaction Index (CSI) and
the Importance Performance Analysis (IPA) methods. The study results yielded a
CSI score of 88.17%, indicating that customers are very satisfied with the services
provided. However, there is still room for performance improvement in several
attributes, such as ease of communication access, the ability to understand customer
complaints, and addressing customer complaints, which should be prioritized for
performance enhancement based on the Importance Performance Analysis (IPA).

Keywords: CSI, customer satisfaction, service, laundry
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