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Abstrak 

Penelitian ini bertujuan untuk menganalisis tingkat kualitas pelayanan terhadap 

kepuasan pelanggan di Kopi Songo Selawe dengan menggunakan metode Service 

Quality (SERVQUAL) dan Importance Performance Analysis (IPA). Penelitian ini 

melibatkan 92 responden yang merupakan pelanggan Kopi Songo Selawe, dengan 

karakteristik mayoritas berusia 18–25 tahun (84,8%) dan berprofesi sebagai 

mahasiswa/pelajar (79,3%). Pengolahan data dilakukan dengan menggunakan lima 

dimensi SERVQUAL, yaitu Tangible, Reliability, Responsiveness, Assurance, dan 

Empathy. Hasil penelitian Service Quality menunjukkan nilai gap terbesar terdapat 

pada  dimensi Tangible memiliki gap terbesar, dengan nilai rata-rata -1,71, diikuti 

oleh Empathy (-1,47), Reliability (-1,37), Responsiveness (-1,25), dan Assurance (-

1,08). Atribut dengan gap terbesar adalah "ketersediaan fasilitas penunjang" (-1,98) 

dan "area parkir yang cukup" (-1,97), yang menunjukkan pelayanan belum memenuhi 

harapan. Melalui analisis IPA, atribut-atribut tersebut berada pada Kuadran A 

(prioritas utama), sehingga perlu segera dilakukan perbaikan. Penelitian ini 

memberikan rekomendasi strategis bagi Kopi Songo Selawe dalam meningkatkan 

kualitas pelayanan guna meningkatkan kepuasan dan loyalitas pelanggan. 

Kata kunci: Kualitas Pelayanan, Service Quality, Importance Performance Analysis, 

kepuasan pelanggan 
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ANALYSIS OF SERVICE QUALITY LEVEL ON CUSTOMER SATISFACTION 

USING SERVICE QUALITY AND IMPORTANCE PERFORMANCE ANALYSIS 

METHOD AT KOPI SONGO SELAWE 

 

Abstract 

This study aims to analyze the level of service quality on customer satisfaction at 

Kopi Songo Selawe using Service Quality (SERVQUAL) and Importance 

Performance Analysis (IPA) methods. This study involved 92 respondents who were 

Kopi Songo Selawe customers, the majority 18–25 years (84.8%) and working as 

students (79.3%). Data processing was carried out using the five dimensions of 

SERVQUAL: Tangible, Reliability, Responsiveness, Assurance, and Empathy. The 

results of the Service Quality study indicate that the largest gap is in the Tangible 

dimension, with an average value of -1.71, followed by Empathy (-1.47), Reliability (-

1.37), Responsiveness (-1.25), and Assurance (-1.08). The attributes with the largest 

gaps are "availability of supporting facilities" (-1.98) and "adequate parking area" (-

1.97), indicating that the service has not met expectations. Through the IPA analysis, 

these attributes are in Quadrant A (top priority), requiring immediate improvement. 

This study provides strategic recommendations for Kopi Songo Selawe in improving 

service quality to increase customer satisfaction and loyalty. 

Keywords: Service Quality, Service Quality, Importance Performance Analysis, 

customer satisfaction 
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