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ABSTRAK

Indomaret Esqarada adalah perusahaan yang bergerak dibidang jasa retail yang
menyediakan berbagai kebutuhan masyarakat. Namun, tidak semua layanan di
Indomaret Esqarada dapat di terima baik oleh pelanggan. penulis dalam penelitian
ini memperoleh data hingga 173 pelanggan dari Indomaret Esqarada, kemudian
dilakukan perhitungan IPA, Berdasarkan hasil IPA nilai tertinggi yaitu pada
keamanan fasilitas pembayaran non-tunai dengan TKi 89.83% dan terkecil pada
Keamanan area parkir dengan Tki 56.39%. 4 pernyataan dalam kuadran I, 8
pernyataan dalam kuadran II, 7 pernyataan dalam kuadran III, dan 7 pernyataan
dalam kuadran IV. lalu dari perhitungan Servqual didaptkan kualitas pelayanan
tertinggi pada dimensi Assurace dan Empathy dengan skor Q= 0.71 Gap tertinggi
adalah Reliability yaitu 1.44 dan Reliability menajadi dimensi dengan kualitas
pelayanan terkecil dengan skor Q 0.64.

Kata kunci: Kualitas layanan, Analisis kinerja, Indeks kepuasan pelanggan.



Abstract

Indomaret Esqarada is a company engaged in retail services that provides various
needs of the community. However, not all services at Indomaret Esqarada can be
received well by customers. the authors in this study obtained data for up to 173
pelanggants from Indomaret Esqarada, then performed IPA calculations. Based on
the results of IPA, the highest value was in the security of non-cash payment
facilities with 89.83% TKI and the smallest in a bright parking area with 56.39%
TKI. 4 statements in quadrant I, 8 statements in quadrant I, 7 statements in
quadrant 111, and 7 statements in quadrant 1V. then from the Servqual calculation,
the highest service quality was obtained on the Assurance and Empathy dimension
with a score of Q= 0.71. The highest Gap was Reliability, which was 1.44 and
Reliability was the dimension with the smallest service quality with a Q score of
0.64.

Keyword: service quality, importance and performance analysis.
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