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ABSTRACT 

 

 
Maria Ernesta Langa. 2021. Analysis of Service Quality of Waserda Unit 

in an Effort to Increase Member Participation as Customers (Case Study on 

Cooperative Service Cooperative Employees (KPDK) July 12 under the guidance 

of Drs. Dadan Hamdani, MM and Mr. Jaka Sudewa, SE., MM . 

The Cooperative Service Employees Cooperative (KPDK) on July 12 has 

six business units, namely savings and loan units, waserda/coopmart units, 

photocopying units, vehicle rental service units. The Cooperative Service 

Cooperative Employee Cooperative (KPDK) on July 12 had 268 members, of 

which all members were employees of the Cooperative Service. Along with the 

development of the Cooperative Service Cooperatives (KPDK) on July 12, it is 

necessary to pay attention to and develop service quality, especially in the Waserda 

Unit. This is one way to increase member participation, especially member 

participation as customers. 

This study aims to determine the best quality of service provided by the 

management of the Cooperative Employees Cooperative Service (KPDK) July 12 

through the responses of members as respondents using questionnaires and 

Cartesian diagrams to analyze and determine the quality of good and effective 

services that can increase member participation, as well as efforts to -what efforts 

are being made to increase the participation of members as customers of the 

waserda unit of the Cooperative Service Employees Cooperative (KPDK) July 12. 

The results of this study were conducted by testing the quality of service 

using a Cartesian diagram, showing that the elements of good and effective service 

quality are in Quadrant II. In quadrant II, it shows that the service quality of the 

Waserda KPDK unit on July 12 is important and has been carried out well, which 

consists of indicators: technology, employee knowledge, ease of service, speed of 

service, trust, patience in service, building member interest, members play an active 

role in every information provided. given by the management, the benefits felt by 

members when transacting at the Waserda KPDK unit on July 12. This means that 

the elements of service quality of the Waserda KPDK unit on July 12 have been 

carried out well and are in accordance with what is expected by members so that 

these indicators need to be maintained, so that members continue to participate so 

that they can increase the participation of members as customers to achieve the 

goals of the Cooperative. 

 

Keywords: Service Quality, Waserda Unit, Member Participation, Customers 
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RINGKASAN 

 

 
Maria Ernesta Langa. 2021. Analisis Kualitas Pelayanan Unit Waserda 

Dalam Upaya Meningkatkan Partisipasi Anggota Sebagai Pelanggan (Studi Kasus 

pada Koperasi Pegawai Dinas Koperasi (KPDK) 12 Juli dibawah bimbingan Bapak 

Drs. Dadan Hamdani, MM dan Bapak Jaka Sudewa, SE.,MM. 

Koperasi Pegawai Dinas Koperasi (KPDK) 12 Juli memiliki enam unit 

usaha yaitu unit simpan pinjam, unit waserda/coopmart, unit fotocopy, unit jasa 

rental kendaraan. Koperasi Pegawai Dinas Koperasi (KPDK) 12 Juli memiliki 

Anggota sebanyak 268 orang yang mana anggotanya merupakan seluruh pegawai 

Dinas Koperasi. Seiring perkembangan zaman Koperasi Pegawai Dinas Koperasi 

(KPDK) 12 Juli perlu memperhatikan dan mengembangkan kualitas pelayanan 

terutama di Unit Waserda. Hal ini merupakan salah satu cara untuk meningkatkan 

partisipasi anggota terutama partisipasi anggota sebagai pelanggan. 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan terbaik yang 

diberikan oleh pengurus Koperasi Pegawai Dinas Koperasi (KPDK) 12 Juli melalui 

tanggapan anggota sebagai responden dengan menggunakan kuesioner dan diagram 

Kartesius untuk menganalisis dan mengetahui kualitas pelayanan yang baik dan 

efektif yang dapat meningkatkan partisipasi anggota, serta upaya-upaya apa saja 

yang dilakukan untuk meningkatkan partisipasi anggota sebagai pelanggan unit 

waserda Koperasi Pegawai Dinas Koperasi (KPDK) 12 Juli. 

Hasil penelitian ini dilakukan dengan uji kualitas pelayanan menggunakan 

diagram Kartesius, menunjukan bahwa unsur- unsur kualitas pelayanan yang baik 

dan efektif berada pada Kuadran II. Pada kuadaran II Menunjukan kualitas 

pelayanan unit Waserda KPDK 12 Juli penting dan telah laksanakan dengan baik, 

yang terdiri dari indikator : teknologi, pengetahuan karyawan, kemudahan 

pelayanan, kecepatan pelayanan, kepercayaan, kesabaran dalam pelayanan, 

membangun minat anggota, anggota berperan aktif disetiap informasi yang 

diberikan oleh pengurus, manfaat yang dirasakan anggota saat bertransaksi di unit 

Waserda KPDK 12 Juli. Artinya, unsur-unsur kualitas pelayanan unit Waserda 

KPDK 12 Juli telah dilaksanakan dengan baik dan sudah sesuai dengan apa yang 

diharapkan oleh anggota sehingga indikator-indikator ini perlu dipertahankan, agar 

anggota tetap berpartisipasi sehingga dapat meningkatkan partisipasi anggota 

sebagai pelanggan untuk tercapainya tujuan Koperasi. 

 

 
Kata Kunci: Kualitas Pelayanan, Unit Waserda, Partisipasi Anggota, Pelanggan 
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