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 ABSTRACT  
 

JESSI NATALIA RATUANIK, Analysis of the contribution of business 
units in overcoming the decline in the remaining results of operations and the 
quality of services to cooperative members. (A case study of a citizen cooperative 
in the gandaria complex, Jakarta City) under the guidance of  Hj Lely Savitri 
Dewi, SE, M.Sc. 

Decreasing the remaining results of operations and the quality of services 
that are not optimal for members is a form of problem that is often experienced by 
cooperatives in Indonesia. 

In this study, the research method used was a case study method, and a 
questionnaire by conducting research on reducing residual income and the 
quality of services for members in the cooperative cooperative of the gandaria 
complex, Jakarta. 

The results of this study state that the income and costs of a cooperative 
are very important for the survival of the cooperative especially in increasing the 
remaining business results to be better. As well as service quality, namely the 
condition of the building, equipment, equipment, employee appearance, timeliness 
in service, the same service for members, sympathetic attitude, speed, accuracy in 
service, clear information, good communication, security conditions, courtesy, 
attitude sincere, understanding and comfort in service is the main thing in 
achieving good quality service for members so that members feel satisfied. 

So it can be concluded that the cooperative management team is                                 
obliged to prepare a work plan and budget plan for the cooperative's income and 
expenditure to be more maximal and also needs attention, cooperation and 
attitudes of silahturami as well as a good family of administrators, supervisors, 
employees and members of the residents of the Jakarta gandaria complex in 
performing existing so that members feel satisfied with the services provided 
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RINGKASAN 
 

JESSI NATALIA RATUANIK, Analisis kontribusi unit usaha dalam 
mengatasi penurunan sisa hasil usaha dan kualitas pelayanan kepada anggota 
koperasi . (Studi kasus koperasi warga komplek gandaria, Kota Jakarta) di bawah 
bimbingan Hj Lely Savitri Dewi, SE, M.Si. 

Penurunan Sisa hasil usaha dan kualitas pelayanan yang kurang optimal 
bagi anggota , merupakan bentuk permasalahan yang seringkali dialami koperasi-
koperasi di Indonesia. 

Dalam penelitian ini, metode penelitian yang digunakan adalah metode 
studi kasus,dan kuesioner dengan melakukan penelitian tentang penurunan sisa 
hasil usaha dan kualitas pelyanan bagi anggota pada koperasi warga komplek 
gandaria,Kota Jakarta. 

Hasil penelitian ini menyatakan bahwa pendapatan dan biaya bagi sebuah 
koperasi sangat penting bagi kelangsungan hidup koperasi tersebut terutama 
dalam meningkatakan sisa hasil usaha agar lebih baik. Serta kualitas pelayanan 
yakni kondisi gedung, perlengkapan, peralatan, penampilan karyawan, ketepatan 
waktu dalam pelayanan , pelayanan yang sama bagi anggota, sikap simpatik, 
kecepatan,ketepatan dalam pelayanan , informasi yang jelas, komunikasi yang 
baik, kondisi keamanan, sikap sopan santun, sikap tulus, sikap memahami dan 
kenyamanan dalam pelayanan merupakan hal utama dalam tercapainya kualitas 
pelayanan yang baik bagi anggota agar anggota merasa puas. 

 
Maka dapat disimpulkan tim manajemen koperasi  wajib  menyusun 

rencana kerja  dan  rencana anggaran pendapatan dan belanja koperasi agar lebih 
maksimal dan juga perlu adanya perhatian, kerjasama dan sikap silahturami serta 
kekeluargaan yang baik dari pengurus, pengawas, karyawan beserta anggota 
koperasi warga komplek gandaria Jakarta dalam melaksanakan pelayanan yang 
ada agar anggota merasa puas dengan pelayanan yang diberikan. 
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