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RINGKASAN

FIKRUL GIFAR. Analisis Kualitas Layanan, Kepuasan Pelanggan dan Daya
Saing Bimbingan Belajar XYZ. Dibimbing oleh HARTOYO dan ASEP
TARYANA.

Saat ini persaingan di dunia pendidikan semakin ketat, terutama pada tahap
seleksi masuk perguruan tinggi. Industri bimbingan belajar (bimbel) di Indonesia
mengalami perkembangan pesat seiring meningkatnya kebutuhan siswa terhadap
pendampingan belajar yang intensif dan terarah. Data Badan Pusat Statistik (BPS
2024) menunjukkan bahwa jumlah lembaga bimbingan belajar meningkat sebesar
15% dalam lima tahun terakhir. Berdasarkan data Seleksi Nasional Penerimaan
Mahasiswa Baru (SNPMB 2025), persentase peserta yang diterima melalui jalur
Seleksi Nasional Berdasarkan Tes (SNBT) hanya mencapai 29,43% dari total
pendaftar. Kondisi ini menegaskan bahwa siswa membutuhkan dukungan tambahan
yang mampu meningkatkan kesiapan akademik mereka. Tujuan penelitian ini
adalah menganalisis pengaruh kualitas layanan terhadap kepuasan pelanggan serta
dampaknya terhadap peningkatan daya saing Bimbingan Belajar XYZ.,

Penelitian menggunakan data primer melalui penyebaran kuesioner kepada
115 siswa kelas 12 yang dipilih secara acak dari beberapa cabang Bimbingan
Belajar XYZ. Teknik analisis yang digunakan adalah analisis deskriptif dan
Structural Equation Modeling—Partial Least Square (SEM-PLS).

Hasil penelitian menunjukkan bahwa kualitas layanan secara signifikan
dicerminkankan oleh lima dimensi utama, yaitu jaminan, daya tanggap, empati,
keandalan, dan bukti fisik. Hasil menunjukan urutan prioritas perbaikan dimulai
dari dimensi jaminan, diikuti oleh daya tanggap, empati, keandalan, dan bukti fisik.
Implikasi manajerial dari penelitian ini adalah perlunya lembaga untuk tetap
menjaga dan memperbaiki kualitas layanan. Hal-hal penting dari kualitas layanan
yang perlu diperbaiki adalah aspek jaminan melalui peningkatan kompetensi
pengajar, meningkatkan daya tanggap dengan mempercepat penanganan kebutuhan
siswa, serta memperdalam empati melalui pendekatan pembelajaran yang lebih
personal. Lembaga juga perlu menjaga keandalan layanan dan terus meningkatkan
Kualitas fasilitas fisik agar mampu bersaing dalam industri bimbingan belajar.
Meskipun seluruh variabel penelitian menunjukkan hasil yang baik, lembaga tetap
perlu melakukan peningkatan layanan secara berkelanjutan agar kualitas yang
dicapai dapat dipertahankan dan ditingkatkan. Apabila target penjualan masih
belum tercapai meskipun kualitas layanan sudah baik, maka lembaga perlu
memperkuat brand equity, termasuk meningkatkan citra merek, keunikan layanan,
serta memperluas komunikasi pemasaran agar persepsi masyarakat terhadap
bimbingan belajar XYZ semakin kuat dan mendorong daya saing di industri
bimbingan belajar.

Kata kunci: Daya Saing, Kepuasan Pelanggan, Kualitas Layanan, SEM-PLS.



SUMMARY

FIKRUL GIFAR. Analyze of Service Quality, Customer Satisfaction, and
Competitive Advantage of the Bimbingan Belajar XYZ. Supervised by HARTOYO
and ASEP TARYANA.

Competition in the education sector is becoming increasingly intense,
particularly in the selection process for university admissions. The tutoring
industry in Indonesia has grown rapidly in line with the rising need for intensive
and structured academic support. Data from the Central Bureau of Statistics (BPS
2024) indicates that the number of tutoring institutions has increased by 15% over
the past five years. According to data from the National Selection for New Student
Admission (SNPMB 2025), only 29.43% of applicants were accepted through the
National Test-Based Selection (SNBT). This condition highlights the increasing
need for students to obtain additional support that can enhance their academic
readiness. The purpose of this study is to analyze the influence of service quality
on customer satisfaction and its impact on strengthening the competitiveness of
XYZ Tutoring.

The study used primary data collected through questionnaires distributed to
115 twelfth-grade students randomly selected from several branches of XYZ
Tutoring. The analytical techniques employed were descriptive analysis and
Structural Equation Modeling—Partial Least Squares (SEM-PLS).

The results show that service quality is significantly reflected by five key
dimensions: assurance, responsiveness, empathy, reliability, and physical
evidence. The priority improvement sequence begins with assurance, followed by
responsiveness, empathy, reliability, and physical evidence.

The managerial implications of this study indicate that the institution must
continue to maintain and improve its service quality. Key aspects requiring
improvement include the assurance dimension by enhancing teacher competence,
increasing responsiveness by accelerating the handling of student needs, and
strengthening empathy through more personalized learning approaches. The
institution must also maintain service reliability and continue improving physical
facilities to remain competitive in the tutoring industry. Although all research
variables show positive results, continuous service improvement is essential to
ensure that the achieved quality is sustained and enhanced. If sales targets are still
not met despite good service quality, the institution needs to strengthen its brand
equity by improving brand image, enhancing service uniqueness, and expanding
marketing communication so that public perception of XYZ Tutoring becomes
stronger and supports competitiveness in the tutoring industry.

Keywords: Competitiveness, Customer Satisfaction, Service Quality, SEM-PLS.
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