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ABSTRACT 

Karina (C1170351), Analysis of Service Quality in an Effort to I  ncrease 

Customer Satisfaction, Case Study of saving and loan Kartika Viyata Virajati  

Seskoad Madya Bandung Cooperative under guidance of  Drs. H. Dindin 

Burhanudin,SE., M.Sc and Dr. H. Dandan Irawan, SE., M.Sc.  

In the last five years the number of members of the Kartika Viyata Virajati 

Seskoad Cooperative has always increased and decreased. One the factors that is 

suspected to be the cause of the increase and decrease in members is the quality of 

service provided to members is felt to be less than optimal. This condition also has 

an impact on the remaining results of operations, which also experience increases 

and decreases every year. The quality of service that has not been good has an 

effect on the satisfaction of members of the Kartika Viyata Virajati Seskoad 

Cooperative, especially in the savings and loan unit.  

The method used is study case there for the data genre needs are primary data 

and secondary data. Meanwhile we need an informan respondent and notes or 

document for the data source. In order to get the exact same data as the problem 

that being researched, the use the data from the questioner observation, diving 

manual study and interview data that has been collected. This research hal used 32 

samples members of people that has visited the cooperative, hoping the samples 

that have been taken represents the whole population. Meanwhile, to solve the 

problem under study, researchers used a scoring system to calculate service quality 

and member satisfaction.  

Based on the result of the discussion, it is known that the quality of the service 

of the Kartika Viyata Virajati Seskoad Cooperative saving and loan unit has been 

quite good, where this is indicated by the results of respondents answer to the 

indicators of cooperativ service quality include in the criteria quite well. However, 

there are still unfavorable judgments, namely speed in serving members, service 

procedures, management capabilities, attention to members needs, and special 

attention given to members.  

Responses and suitability of expectations of the Cooperative members are 

almost realized. However, it has not yet fully reached the level of member 

satisfaction. With cooperatives improving service quality, it is hoped that it will 

increase member satisfaction. If the satisfaction on cooperative members continues 

to increase and be fulfilled, then the members will be loyal and will continue to 

make transactions in the cooperative to the fullest. This will also have an impact on 

the progress of cooperatives so that cooperatives can better prosper their members 

as well as increase the number of SHU.  

Problem solving about improving service quality in an effort to increase 

member satisfaction, those are, Cooperative need to make speed improvements in 

serving members, especially they must focus more on serving member transactions. 

Cooperative need to strive to increase in the ability of the board with the 

implementation of cooperative training for all management. Improve service 

procedures that are considered not in accordance with the expectations of 

members.
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RINGKASAN  

Karina (C1170351), Analisis Kualitas Pelayanan Dalam Upaya Meningkatkan 

Kepuasan Anggota, Studi Kasus Pada Unit Simpan Pinjam Koperasi Kartika Viyata 

Virajati Seskoad kota Madya Bandung di bawah bimbingan Drs. H. Dindin 

Burhanudin, SE., M.Sc dan Dr. H. Dandan Irawan, SE., M.Sc. 

Dalam lima tahun terakhir jumlah anggota Koperasi Kartika Viyata Virajati 

Seskoad selalu mengalami fluktuasi.  Salah satu faktor yang diduga menjadi 

penyebab fluktuasi anggota adalah kualitas pelayanan yang diberikan kepada 

anggota dirasa kurang maksimal.  Kualitas pelayanan yang belum baik membawa 

pengaruh terhadap kepuasan anggota Koperasi Kartika Viyata Virajati Seskoad 

khususnya pada unit simpan pinjam. 

Metode yang digunakan dalam penelitian ini adalah metode penelitian studi 

kasus.  Di mana jenis data yang dibutuhkan adalah data primer dan sekunder.  

Sedangkan sumber data yang diperlukan yaitu dari informan dan responden.  Agar 

data yang diperoleh sesuai dengan masalah yang diteliti, maka akan digunakan cara 

pengumpulan data yaitu observasi, kuisioner, studi pustaka dan wawancara.  

Penelitian ini menggunakan sampel 32 orang anggota dengan harapan sampel yang 

diambil dapat mewakili seluruh populasi.  Sementara itu untuk memecahkan 

masalah yang diteliti, peneliti menggunakan sistem skoring untuk perhitungan 

kualitas pelayanan dan kepuasan anggota.  

Berdasarkan hasil pembahasan, diketahui bahwa kualitas pelayanan unit 

simpan pinjam Koperasi Kartika Viyata Virajati Seskoad telah cukup baik, di mana 

hal ini ditunjukan dengan hasil jawaban responden terhadap indikator-indikator 

tentang kualitas pelayanan koperasi termasuk dalam kriteria cukup baik.  Akan 

tetapi masih terdapat penilaian yang kurang baik yaitu kecepatan dalam melayani 

anggota, prosedur pelayanan, kemampuan pengurus, perhatian terhadap kebutuhan 

anggota, dan perhatian khusus yang diberikan kepada anggota. 

Tanggapan dan kesesuaian harapan para anggota koperasi sudah hampir 

terealisasikan.  Akan tetapi belum sepenuhnya mencapai tingkat kepuasan anggota.  

Dengan koperasi memperbaiki kualitas pelayanan maka diharapkan akan dapat 

meningkatkan kepuasan anggota.  Bila mana kepuasan anggota koperasi terus 

meningkat dan terpenuhi, maka anggota pun akan loyal dan akan terus melakukan 

transaksi di koperasi secara maksimal.  Koperasi dapat lebih mensejahterakan 

anggotanya juga untuk lebih meningkatkan jumlah SHU.  

Pemecahan masalah mengenai peningkatan kualitas pelayanan dalam upaya 

meningkatkan kepuasan anggota terdapat beberapa alternatif yaitu, Koperasi perlu 

melakukan perbaikan kecepatan dalam melayani anggota, terutama harus lebih 

fokus dalam melayani transaksi anggota. Koperasi perlu mengupayakan 

peningkatkan dalam kemampuan pengurus dengan dilaksanakannya pelatihan 

perkoperasian bagi seluruh pengurus. Perbaikan prosedur pelayanan yang dinilai 

belum sesuai dengan harapan anggota. 
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