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RINGKASAN 
 

Didik Dwi Margatama 2019, Analisis Disiplin Kerja Karyawan Dalam 
Upaya Meningkatkan Kualitas Pelayanan Kepada Anggota, di bawah bimbingan 
Bapak Udin Hidayat. 

 Koperasi Republik Indonesia Hanukarya Bandung, berlokasi dijalan 
Suryani No.16 Bandung. KPRI Hanukarya memiliki 4 unit usaha diantaranya unit 
usaha simpan pinjam, unit usaha warung serba ada, unit usaha pelayanan 
transportasi, dan unit jasa pelayanan sound system. Dalam mengelola kegiatannya 
KPRI Hanukarya dibantu oleh 13 karyawan. 

 Adapun Fenomena yang terjadi pada KPRI Hanukarya adalah 
ketidakhadiran karyawan yang terbilang sering, adanya karyawan yang sering 
keluar masuk untuk kepentingan lain yang tidak berhubungan dengan tugas 
koperasi tanpa terlebih dahulu meminta izin, keterlambatan karyawan dalam 
menyampaikan laporan tugas, anggota mengeluhkan pelayanan yang kurang 
maksimal yang mengakibatkan sering terjadi beberapa antrian pada transaksi di 
waserda, beberapa anggota mengeluhkan pelayanan dikarenakan karyawan sering 
meninggalkan toko dan mencari pengganti sementara, sehingga disaat karyawan 
bertransaksi tidak mencatat nomor anggota, bahkan disaat anggota berbelanja 
barang kebutuhan karyawan sering lupa memasukan beberapa barang, kurangnya 
ketelitian karyawan pada saat anggota bertransaksi dikoperasi, waktu berakhir jam 
pelayanan tidak sesuai dengan waktu yang ditentukan.  

Berdasarkan hasil penelitian diketahui bahwa disiplin kerja pada KPRI 
Hanukarya secara keseluruhan telah dilaksanakan dengan baik artinya karyawan 
dalam melaksanakan tugasnya dalam kriteria ini baik tetapi masih perlu adanya 
indikator yang ditingkatkan lagi yaitu ketepatan berakhirnya jam kerja dan 
melaksanakan tugas sesuai jabatan. 

Pada KPRI Hanukarya berdasarkan hasil penelitian kualitas pelayanan 
kepada anggota termasuk kedalam kriteria cukup baik. Artinya pelayanan yang 
diberikan karyawan kepada anggota sudah sesuai kriteria tetapi masih perlu 
adanya indicator yang ditingkatkan yaitu kesediaan karyawan memberikan 
informasi kepada anggota, kesediaan karyawan menangani keluhan yang 
dirasakan anggota. 

             Adapun upaya yang harus diperhatikan oleh KPRI Hanukarya untuk 
meningkatkan kualitas pelayanan kepada anggota adalah sebagai berikut : 
karyawan harus bersedia menangani keluhan yang dirasakan oleh anggota 
karyawan harus bersedia memberikan informasi kepada anggota, karyawan harus 
melayani anggota sesuai antrian karyawan harus melayani anggota dengan cepat 
karyawan harus melayani anggota dengan tepat kemampuan karyawan dalam 
mengerjakan tugas harus dengan baik dalam melayani anggota, karyawan 
diwajibkan menepati janji ketika ada anggota yang ingin memesan barang, 
karyawan harus mengutamakan kebutuhan anggota. 



iii 
 

ABSTRACT 
 

Didik Dwi Margatama 2019. Analysis of Employee Work Discipline in an 
Effort to Improve the Quality of Services to Members. Under the guidance of Mr 
Udin Hidayat. 

The Cooperative of the Republic of Indonesia Hanukarya Bandung, KPRI 
Hanukarya has 4 business units including a savings and loan business unit, an all 
round stall business unit, a transportation service business unit, and a sound system 
service unit. In managing its activities KPRI Hanukarya is assisted by 13 employees. 

The phenomenon that occurs in KPRI Hanukarya is the absence of 
employees who are fairly  frequent, the employees often come in and out for other 
interests that are not related to cooperative duties without first asking permission, 
delaying employees in submitting task reports, members complaining about the 
less than optimal service there are often several queues in transactions in 
waserda, some members complained about the service because employees often 
leave the store and look for temporary replacements, so when employees transact 
do not record member numbers, even when members shop for goods needed 
employees often forget to include some items, lack of employee accuracy when 
member transacts in the cooperative, the expiration time of service hours does not 
match the specified  time. This study uses a qualitative approach with observation 
techniques, questionnaire and literature study. Data analysis using suspension 
techniques or using likert scale. 

Based on the result of the study, it is known that the work discipline in 
KPRI Hanukarya as a whole has been implemented well, meaning that the 
employees in carrying out their duties in this criterion are good, but still need to 
be improved indicators, namely the expiration of working hours and carrying out 
tasks according to position. 

At KPRI Hanukarya based on the results of research the quality of service 
to members is included in the criteria quite well. This means that the services 
provided by employees to members are in accordance with the criteria but there is 
still neeed for improved indicators, namely the willingness of employees to 
provide information to members, the willingness of employees to handle 
complaints felt by members. 

The efforts that must be considered by KPRI Hanukarya to improve 
service quality to members are as follows: employees must be willing to handle 
complaints felt by members of the employee must be willing to provide 
information to members, employees must serve members according to the queue 
of employees must serve members who want to order goods, employees must 
prioritize the needs of members, employees need to listen if there are sugestions 
and criticism from members, employees must improve their ability to pay attention 
to members and employees must be able in interacting interactively with 
members. In serving members, employees are required. 
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