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ABSTRAK 

 

Industri perhotelan adalah industri jasa yang memadukan produk dan 

layanan. Hotel Golden adalah salah satu layanan tempat penginapan yang berada 

di Tanjung Balai Karimun. Hotel Golden memiliki masalah menurunnya jumlah 

pelanggan setiap bulan. Oleh karena itu, peneliti ingin melakukan evaluasi 

terhadap kualitas pelayanan Hotel Golden dengan menggunakan metode Service 

Quality (Servqual) dan Importance Performance Analysis (IPA). Hasil analisis 

Servqual menunjukan adanya gap antara persepsi dan ekspetasi. Pada hasil 

Importance Performance Analysis dari 22 atribut penilaian, di dalam kuadran A 

terdapat 4 atribut yang menjadi prioritas utama tetapi kinerjanya kurang yaitu 

Kemampuan berkomunikasi sesuai keinginan, Tempat parkir yang memadai dan 

aman, Karyawan yang cepat dan tanggap, dan Karyawan melayani dengan tepat 

sesuai permintaan. Kuadran B terdapat 6 atribut yang sudah sesuai dengan 

harapan pelanggan yaitu Hotel yang bersih, Pelayanan yang memuaskan dari 

awal, Karyawan mau menerima kritikan, Sikap ramah dan sabar, Karyawan 

memberikan informasi dengan jelas dan mudah, dan Karyawan bersedia 

membantu kesulitan yang dihadapi konsumen. Kuadran C terdapat 6 atribut yang 

dinilai biasa-biasa saja kinerjanya yaitu Memberikan perhatian khusus, 

Tersedianya sarana dan prasarana yang memadai, Desain dan tata letak yang baik, 

Pelayanan yang cepat dan tepat, Sungguh-sungguh memperhatikan kepentingan 

pelanggan, dan Jaminan rasa nyaman atas jasa. Kuadran D terdapat 6 atribut yang 

dinilai berlebihan kinerjanya oleh pelanggan yaitu Menyelesaikan masalah sesuai 

waktu yang dijanjikan, Keakuratan dalam pelayanan, Prosedur pelayanan mudah 

dimengerti, Penampilan karyawan rapi dan bersih, Rasa aman dalam memberikan 

pelayanan, dan Memahami kebutuhan dan harapan. 

 

Kata Kunci: Importance Performance Analysis (IPA), Kualitas, Service Quality 

(Servqual) 
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ABSTRACT 

 

The hospitality industry is a service industry that combines products and 

services. Hotel Golden is one of the services of hospitality that located in Tanjung 

Balai Karimun. Hotel Golden has the problem of decreasing the number of 

customers every month. Therefore, the researcher wanted to evaluate the quality 

of Golden Hotel service by using Service Quality (Servqual) and Importance 

Performance Analysis (IPA) methods. Servqual analysis results show there was  a 

gap between customer perceptions and expectations. In the Importance 

Performance Analysis results from 22 attributes of assessment, in A quadrant 

there are 4 attributes that become the main priority but its performance is less 

The ability to communicate as desired, adequate parking space and safe, 

Employees are fast and responsive, and Employees serve exactly on demand . In B 

quadrant, there are 6 attributes that are in accordance with the expectations of 

the customer is a clean Hotel, Service satisfactory from the beginning, Employees 

are willing to accept criticism, Friendly and patient attitude, Employees provide 

information clearly and easily, and Employees willing to help the difficulties faced 

by consumers. In C quadrant, there are 6 attributes that are considered mediocre 

performance that is Giving special attention, Availability of adequate facilities 

and infrastructure, Design and layout is good, Fast and accurate service, Really 

pay attention to the interests of customers, and Guarantee sense of comfort for the 

services . In D quadrant, there are 6 attributes that are considered excessive 

performance by the customer is Resolving the problem as promised, Accuracy in 

service, Service procedures easy to understand, Appearance of clean and tidy 

employees, Sense of secure in providing services. 

 

Keywords: Importance Performance Analysis (IPA), Service Quality (Servqual), 

Quality 
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