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ABSTRACT 
 

CHUMSIYATI, 2024. Analysis of Excellent Service in Umpaya Increasing 
Member Participation as Customers (Case Study at the Bandung City Government 
Employee Cooperative Commercial Business Unit). Under the guidance of 
H.Indra Fahmi. 

This research originated from the decline in member participation in the 
commercial business unit so that sales turnover also experienced a significant 
decline, namely as much as 67.21%. The commercial business unit is one of the 
cooperative businesses whose activities provide goods for the daily needs of 
members. One of the causes of declining member participation is indicated due to 
insufficient service in handling member complaints. 

Referring to this, the author is interested in knowing how the quality of 
excellent service in the Bandung City Government Employee Cooperative and how 
member participation in the cooperative is. So that later efforts can be made to 
increase the participation of its members. 

The research method used is descriptive quantitative supported by 
qualitative data to strengthen the analysis to be carried out. Data collection was 
obtained through respondents, informants and institutions, with a series of data 
collection, data processing, presentation of information and interpretation of the 
information. In addition, questionnaires were distributed to 83 members of the 
cooperative using a convenience sampling technique. 

The results showed that the application of excellent service at KPKB was 
classified into the good category, so it is hoped that the cooperative can maintain 
and be able to renew its performance so that the application of excellent service to 
KPKB members becomes very good. Then for the results of the interests or 
expectations of KPKB members regarding excellent service, which is classified as 
important. For member participation in the commercial business unit is still 
relatively low. And for the efforts that management must make to improve excellent 
service, it has been put into a Cartesian diagram. Where the results of indicators 
that must be prioritized to be done by the cooperative are the speed of employees 
in serving members, the speed in handling member complaints, and warranty / 
compensation for defective products. 
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ABSTRAK 

CHUMSIYATI, 2024. Analisis Pelayanan Prima Dalam Upaya 
Meningkatkan Partisipasi Anggota Sebagai Pelanggan (Studi Kasus Pada Unit 
Usaha Niaga Koperasi Pegawai Pemerintah Kota Bandung). Di bawah bimbingan 
H. Indra Fahmi. 
 

Penelitian ini berawal dari menurunnya partisipasi anggota di unit usaha 
niaga sehingga omzet penjualan juga mengalami penurunan yang signifikan yaitu 
sebanyak 67,21%. Unit usaha niaga merupakan salah satu usaha koperasi yang 
kegiatannya menyediakan barang-barang kebutuhan anggota sehari-hari. Salah satu 
penyebab menurunnya partisipasi anggota diindikasikan karena pelayanan yang 
kurang dalam penanganan keluhan anggota. 
 

Mengacu pada hal tersebut, penulis tertarik untuk mengetahui bagaimana 
kualitas pelayanan prima di Koperasi Pegawai Pemerintah kota Bandung dan 
bagaimana pula partisipasi anggota di koperasi tersebut. Sehingga nantinya dapat 
dilakukan upaya-upaya untuk meningkatkan partisipasi anggotanya. 
 

Metode penelitian yang digunakan adalah kuantitatif deskriptif yang 
didukung dengan data kualitatif untuk memperkuat analisis yang akan dilakukan. 
engumpulan data diperoleh melalui responden, informan, dan lembaga, dengan 
rangkaian pengumpulan data, pengolahan data, menyajikan informasi dan 
menginterpretasikan informasi tersebut. Turut pula menyebarkan kuesioner kepada 
83 anggota koperasi dengan teknik sampling insidental. 
 

Hasil penelitian menunjukkan bahwa penerapan pelayanan prima di KPKB 
tergolong ke dalam kategori baik, sehingga diharapkan koperasi dapat 
mempertahankan dan dapat memperbaharui kinerjanya agar penerapan pelayanan 
prima kepada anggota KPKB menjadi sangat baik. Kemudian untuk hasil 
kepentingan atau harapan anggota KPKB tentang pelayanan prima yaitu tergolong 
penting. Untuk partisipasi anggota di unit usaha niaga masih tergolong rendah. Dan 
untuk upaya-upaya yang harus dilakukan manajemen untuk meningkatkan 
pelayanan prima telah dipetakkan ke dalam diagram cartesius. Dimana hasil 
indikator yang harus diprioritaskan untuk dikerjakan oleh koperasi yaitu kecepatan 
karyawan dalam melayani anggota, kecepatan dalam menangani keluhan anggota, 
dan garansi/ganti rugi produk yang cacat. 
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