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ABSTRACT 

 Nurul Handayani (C1170202), Service Analysis in An Attempt to Increase 

Member Participation as a Customer. Case Study on Koperasi Konsumen Mulia, 

RSUD Majalaya Under Guidance of Rosti Setiawati 

 One of The Problems Faced in The Trading Unit is The Low Participation 

of Members as Customers, which is Only 60.0%. Not Optimal Participation of 

Members as Customers Allegedly Because the Response of The Salesperson Is Not 

Fast, store opening hours, prices, availability of goods, brand diversity, and 

product type diversity. Store Opening Hours, Prices, Availability of Goods, Brand 

Diversity, And Product Type Diversity. 

 The Research Method Used Is to Use Frequency Distribution Method with 

Scoring and Analysis Techniques on Cartesian Diagrams. 

 Based on The Member's Response to The Implementation of Services In 

The Trade Unit of Mulia Consumer Cooperative, Majalaya Hospital Is As 

Follows: Good (Payment Method, Location Security And Location Cleanliness), 

Quite Good (Availability of Goods, Quality of Goods, Service Time, Timeliness of 

Provision, Speed of Transaction Service, Pricing and Instructions for Laying of 

Goods, Less Good (Type of Pickup, Brand Diversity, Structuring of Goods 

According to The Type and Parking Lot). The Results Showed That The 

Implementation of Trade Unit Services By Mulia Consumer Cooperative Has Not 

Been Good. The Member's Response to His Expectations Regarding The 

Implementation of Services, In The Business Unit of The Noble Consumer 

Cooperative Trade of RSUD Majalaya Shows That The Category Is Very 

Important (Completeness of Type, Availability of Goods, Quality of Goods, 

Arrangement of Goods According To Type, Location Security And Cleanliness of 

The Location) And Important Categories (Brand Diversity, Service Time, 

Timeliness of Provision, Speed of Service, Pricing, and Parking).  

 Based On Cartesian Diagrams, It Can Be Known That Quadrant I That 

Should Be A Priority To Be Repaired Is The Completeness of The Type, 

Availability of Goods, Service Time, Arrangement of Goods According To The 

Type And Instructions For Placing Goods. Quadrant II That Must Be Maintained 

Is The Quality of Goods, Pricing, Location Security and Cleanliness. Quadrant III 

That Can Be Left As It Is Includes Diversity of Brands And Parking Lots. While 

Those in Quadrant IV Include Speed of Transaction Services and Payment 
Methods. 

 Considering The Results of Cartesian Diagrams, The Inputs For The 

Trade Unit of The Noble Consumer Cooperative of Majalaya Hospital Include: 

Adding Product Variations Both In Terms of Type And Brand, Increasing The 

Availability of Goods, Making The Service Time of The Trading Unit Open Until 

10 pm, Arranging The Placing of Trade Goods According To The Type And 

Making A Signboard of Goods. 

 

Keywords: Service, Participation  
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RINGKASAN 

 

Nurul Handayani (C1170202), Analisis Pelayanan Dalam Upaya 

Meningkatkan Partisipasi Anggota Sebagai Pelanggan, Studi Kasus Pada 

Koperasi Konsumen Mulia RSUD Majalaya di bawah bimbingan Rosti Setiawati 

 Permasalahan yang dihadapi salah satunya pada Unit Perdagangan adalah 

rendahnya partisipasi anggota sebagai pelanggan, yaitu baru 60,0%. Belum 

optimalnya partisipasi anggota sebagai pelanggan diduga karena ketanggapan 

pramuniaga kurang cepat, waktu operasional buka toko, harga, ketersediaan 

barang, keberagaman merek, dan keberagaman jenis produk. 

 Metode penelitian yang digunakan adalah dengan menggunakan metode 

distribusi frekuensi dengan teknik skoring dan analisis pada diagram kartesius. 

 Berdasarkan tanggapan anggota terhadap pelaksanaan pelayanan di Unit 

Perdagangan Koperasi Konsumen Mulia RSUD Majalaya adalah sebagai 

berikut:Baik (Cara pembayaran, keamanan lokasi dan kebersihan lokasi), Cukup 

Baik (Ketersediaan barang, Kualitas barang, Waktu pelayanan, Ketepatan waktu 

penyediaan, Kecepatan pelayanan transaksi, Penetapan harga dan Petunjuk 

peletakan barang, Kurang Baik (Kelengkapan jenis, Keberagaman Merek, 

Penataan barang sesuai dengan jenisnya dan Tempat Parkir). Hasil penelitian 

menunjukkan bahwa pelaksanan pelayanan Unit Perdagangan oleh Koperasi 

Konsumen Mulia belum baik. Tanggapan anggota terhadap harapannya mengenai 

pelksanan pelayanan pada Unit usaha Perdagangan Koperasi Konsumen Mulia 

RSUD Majalaya Menunjukan bahwa kategori sangat Penting (Kelengkapan Jenis, 

Ketersediaan barang, Kualitas barang, Penataan Barang sesuai jenis, Keamanan 

lokasi dan Kebersihan lokasi) dan kategori penting (Keberagaman merek, waktu 

Pelayanan, Ketepatan waktu penyediaan, Kecepatan pelayanan, Penetapan harga, 

dan Tempat parkir). 

 Berdasarkan diagram kartesius, dapat diketahui bahwa Kuadran I yang 

harus menjadi prioritas untuk diperbaiki adalah Kelengkapan jenis, Ketersediaan 

barang, Waktu pelayanan, Penataan barang sesuai jenis dan Petunjuk peletakan 

barang. Kuadran II yang harus dipertahankan yaitu Kualitas barang, Penetapan 

harga, Keamanan Lokasi dan Kebersihan. Kuadaran III yang bisa dibiarkan 

seperti apa adanya meliputi Keberagaman merek dan Tempat parkir. Sedangkan 

yang berada pada Kuadran IV di antaranya Kecepatan pelayanan transaksi dan 

Cara pembayaran. 

 Memperhatikan hsasil diagram kartesius, maka masukan untuk Unit 

Perdagangan Koperasi Konsumen Mulia RSUD Majalaya diantaranya: 

Menambah variasi produk baik dari segi jenis maupun merek, Meningkatkan 

ketersediaan barang, Menjadikan waktu pelayanan unit perdagangan buka hingga 

jam 10 malam, Mengatur peletakan barang dagang sesuai jenisnya dan Membuat 

papan petunjuk barang. 

 

Kata Kunci: Pelayanan, Partisipasi Anggota Sebagai Pelanggan 
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