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ABSTRACT

Villyn Aditra (C1150065), Service Analysis in an Effort to Improve Participation of
Members as Customers, Case Study of the Republic of Indonesia Employee Cooperative Trade
Unit (KPRI) Mulia Majalaya Hospital under the guidance of Ir. Nanik Risnawati, M.Si.

One of the problems faced by one of them was the Trade Unit, which was the low
participation of members, which was only 62.1%. The lack of optimal participation of members as
customers is allegedly due to the lack of responsiveness of salesperson, operational time, prices,
availability of goods, diversity of brands, and product types.

The research method used is to use the frequency distribution method with scoring
techniques and analysis on the cartesius diagram.

Based on the members responses to the implementation of services in the KPRl Mulia
Trade Unit Majalaya Hospital are as follows: Very Good (pricing and method of payment), Good
(quality of goods, arrangement of goods according to type, instructions for laying goods, parking
lots, location security, and cleanliness ), Good enough (timeliness of provision, speed of
transaction service) Poor (complete type, service time, and availability of goods), and Not Good
(brand diversity). The results of the study indicate that the implementation of services by KPRI
Mulia Majalaya Hospital in the Trade Unit is not good yet. The members responses to their
expectations regarding the implementation of services at the KPRI Mulia Trade Business Unit of
Majalaya Hospital showed that the category is very important (completeness, availability of
goods, quality of service, speed of transaction services, pricing, method of payment, arrangement
of goods according to type, parking lots, location security, and cleanliness) and Important
categories (diversity of brands, timeliness of provision, and instructions for laying goods).

Based on the cartesius diagram, it can be seen that Quadrant | which must be a priority to
be improved is the availability of goods, service time, location security, and cleanliness. Quadrant
Il which must be maintained, namely the quality of goods, pricing, payment methods, and
arrangement of goods according to the type. Quadrant 111 that can be left as it is includes the type,
diversity of brands, timeliness of service, and speed of service transactions. Whereas those in
Quadrant IV include structuring goods that are of the type, instructions for laying goods, and
parking lots.

Taking into account the results of the cartsius diagram, the input for the KPRI Mulia Trade
Unit at Majalaya Hospital includes: adding products provided both in terms of product types and
brands, making trading unit service time open until 9pm, installing CCTV cameras in the trading
unit so that parking lots can be monitored from inside the store, and do routine cleaning.

Keyword: service, participation, retail, cartesius diagram



RINGKASAN

Villyn Aditra (C1150065), Analisis Pelayanan Dalam Upaya Meningkatkan Partisipasi
Anggota Sebagai Pelanggan, Studi kasus pada Unit Perdagangan Koperasi Pegawai Republik
Indonesia (KPRI) Mulia RSUD Majalaya dibawah bimbingan Ir. Nanik Risnawati, M.Si.

Permasalahan yang dihadapi salah satunya pada Unit Perdagangan adalah rendahnya
partisipasi anggota, yaitu baru 62,1%. Belum optimalnya partisipasi anggota sebagai pelanggan
diduga karena ketanggapan pramuniaga kurang cepat, waktu operasional, 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 cartesius.

Berdasarkan tanggapan anggota terhadap pelaksanaan pelayanan di Unit Perdagangan
KPRI Mulia RSUD Majalaya adalah sebagai berikut: Sangat Baik (penetapan harga dan cara
pembayaran), Baik (kualitas barang, penataan barang yang sesuai jenisnya, petunjuk peletakan
barang, tempat parkir, keamanan lokasi, dan kebersihan), Cukup Baik (ketepatan waktu
penyediaan, kecepatan pelayanan transaksi) Kurang Baik (kelengkapan jenis, waktu pelayanan,
dan ketersediaan barang), dan Tidak Baik (keberagaman merek). Hasil penelitian menunjukkan
bahwa pelaksanaan pelayanan oleh KPRI Mulia RSUD Majalaya pada Unit Perdagangan belum
baik. Tanggapan anggota terhadap harapannya mengenai pelaksanaan pelayanan pada Unit Usaha
Perdagangan KPRI Mulia RSUD Majalaya menunjukan bahwa kategori Sangat Penting
(kelengkapan jenis, ketersediaan barang, kualitas barang, waktu pelayanan, kecepatan pelayanan
transaksi, penetapan harga, cara pembayaran, penataan barang yang sesuai jenisnya, tempat parkir,
keamanan lokasi, dan kebersihan) dan kategori Penting (keberagaman merek, ketepatan waktu
penyediaan, dan petunjuk peletakan barang).

Berdasarkan diagram cartesius, dapat diketahui bahwa Kuadran | yang harus menjadi
prioritas untuk diperbaiki adalah ketersediaan barang, waktu pelayanan, keamanan lokasi, dan
kebersihan. Kuadran 1l yang harus dipertahankan yaitu kualitas barang, penetapan harga, cara
pembayaran, dan penataan barang yang sesuai jenisnya. Kuadran 11l yang bisa dibiarkan seperti
apa adanya meliputi kelengkapan jenis, keberagaman merek, ketepatan waktu pelayanan, dan
kecepatan pelayanan transaksi. Sedangkan yang berada pada Kuadran IV diantaranya penataan
barang yang sesuai jenisnya, petunjuk peletakan barang, dan tempat parkir.

Memperhatikan hasil diagram cartsius, maka masukan untuk Unit Perdagangan KPRI
Mulia RSUD Majalaya di antaranya: menambah produk yang disediakan baik dari segi jenis
produk maupun mereknya, menjadikan waktu pelayanan unit perdagangan buka hingga jam
9malam, memasang kamera cctv di unit pedagangan agar tempat parkir dapat terpantau dari dalam
toko, dan melakukan pembersihan secara rutin.

Kata kunci: pelayanan, partisipasi, eceran, diagram cartesius
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