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ABSTRACT

Alvie Alifiansyah, The Analysis of Relationship between Service Quality
and Member Participation as Users in Utilizing Services, Case study at Savings
and Loans unit of Koperasi Serba Usaha (KSU) Tandangsari Sumedang regency,
under the guidance of Dr. H. Ery Supriyadi. R., Ir., MT.

KSU Tandangsari is a cooperative whose members are cattle farmers in the
Tandangsari area and its surroundings. The businesses managed include savings
and loan units and dairy cows unit. The success of KSU Tandangsari is supported
by the participation of its members as well as the quality of service from
employees in serving its members so that the business units managed by the
cooperative run well.

Based on preliminary observations, the problems found in the KSU
Tandangsari savings and loan unit are that members borrow more often than
save. This study aims to determine the relationship between service quality and
member participation as users in service utilization.

Quality of service is an effort to fulfill the needs and desires of consumers as
well as the accuracy of delivery in offsetting consumer expectations. Member
participation must also be supported by optimal service quality in the cooperative.

The research found that the quality of service were mostly stated to be quite
good. Most of the members participation was stated to be quite good. And there is
a very weak relationship between the variable quality of service with the
participation of members in KSU Tandangsari.

Keyword : Quality, service, participation, member, cooperative



RINGKASAN

Alvie Alifiansyah, Analisis Hubungan Kualitas Pelayanan Dengan
Partisipasi Anggota Sebagai Pengguna Dalam Pemanfaatan Pelayanan, Studi
Kasus Pada Unit Usaha Simpan Pinjam Koperasi Serba Usaha Tandangsari
Kabupaten Sumedang di bawah bimbingan Dr. H. Ery Supriyadi. R., Ir., MT.

KSU Tandangsari merupakan koperasi yang anggotanya adalah peternak
sapi di daerah Tandangsari dan sekitarnya. Usaha yang dikelola antara lain unit
simpan pinjam dan unit sapi perah. Keberhasilan KSU Tandangsari tergantung
pada partisipasi anggotanya dan kualitas pelayanan dari karyawan dalam melayani
anggotanya.

Permasalahan pada unit simpan pinjam KSU Tandangsari adalah anggota
lebih sering meminjam dibandingkan menyimpan. Penelitian ini bertujuan untuk
mengetahui hubungan antara kualitas pelayanan dengan partisipasi anggota
sebagai pengguna dalam pemanfaatan pelayanan.

Hasil penelitian menunjukkan bahwa kualitas pelayanan termasuk kategori
cukup baik. Hubungan kualitas pelayanan dengan partisipasi anggota di KSU
Tandangsari adalah sangat lemah. Hubungan kedua variabel bersifat terbalik,
dengan demikian dapat diartikan bahwa kenaikan kualitas pelayanan belum tentu
menentukan partisipasi anggota.

Kata kunci: Kualitas, pelayanan, partisipasi, anggota, koperasi.
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