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ABSTRACT

Junaldi Lembang. 2025. Analvsis of Service Quality to Enhance Member
Participation as Customers Under the Supervision of Heri Nugraha.

This study aims to analyze the service quality at the Trade Unit of Koperasi
Konsumen Mulia in an effort to increase member participation as customers. Based
on the analysis, the service quality implemented by the management and employees
is categorized as "fairly good." achieving a 1otal score of 3.811 according 1o
member assessments and participation of customer is categorized as "fairly good”
achieving a total score of 1.305.

Using the Cartesian diagram approach, it was found that indicators such as
facilities, trust, technology, emplovee knowledge, service convenience, and service
accuracy are key factors that require improvement. In addition, other aspects such
as operational hours, product suitability, information clarity, paliteness, service
speed, and customer comfort also significantly influence member satisfaction.

To enhance participation, it is recommended that the cooperative not only
improve its service facilities and technology but also build stronger trust with both
members and non-members. Strengthening these aspects is expected to increase
customer lovalty and the [requency of transactions at the trade unit, contributing to
the cooperative s long-term growth and competitiveness.

Keywords: Analysis, Service Quality and Member Participation as Customers.
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ABSTRAK

Junali Lembang. 2025. Analisis Kualitas Pelayanan Dalam Upaya Meningkatkan
Partisipasi Anggota Sebagai Pelanggan di bawah bimbingan Heri Nugraha.

Penelitian im bertujuan untuk menganahisis kualitas pelayanan pada umt
usaha Perdagangan Koperasi Konsumen Mulia dalam rangka meningkatkan
partisipasi anggota sebagai pelanggan. Berdasarkan hasil analisis, kualitas
pelavanan vang diterapkan oleh pengurus dan karyawan dinilai berada dalam
kategonn "cukup baik” dengan nilai skor 3.811 dan partisipasi anggota sebagai
pelanggan berada dalam kategon “cukup baik™ dengan nilai skor 1.305.

Melalui pendekatan diagram kartesius, ditemukan bahwa indikator sarana,
kepercayaan, teknologi, pengetahuan karyawan, kemudahan pelayanan, serta
ketelitian merupakan faktor-faktor utama yang perlu diperhatikan. Indikator lain
seperti waktu operasional, kesesuaian produk, kejelasan informasi, kesopanan,
Kecepatan pelayanan, dan kenyamanan juga berkontribusi terhadap kepuasan
anggota.

Untuk meningkatkan partisipasi anggota, disarankan agar Koperasi
memperbaiki sarana pelayanan dan membangun kepercayaan yang lebih Kuat
terhadap anggota maupun non-anggota, schingga dapat meningkatkan frekuensi
transaksi di unit usaha perdagangan

Kata Kunci: Analisis, Kualitas Pelayanan dan Partisipasi Anggota Sebagai
Pelanggan.
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