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ABSTRACT 
 

FERRY DWI GUSTRIANA. 2025. This study aims to analyze service quality 
in an effort to maintain member satisfaction as owners at PRI Hikmah Guru 
Cikeruh Savings and Loan Cooperative (KSP) in Jatinangor, Sumedang, West 
Java. Service quality is a key factor in maintaining the satisfaction and loyalty 
of cooperative members as owners of the organization. 

The research method used was descriptive quantitative with the Slovin 
sampling technique. From a population of 718 members, a sample of 42 
respondents was obtained, with a 15% margin of error. Data were collected 
through a questionnaire measuring five dimensions of service quality: tangibles, 
reliability, responsiveness, assurance, and empathy. The research instrument 
used a 1-5 Likert scale to measure member perceptions and expectations. 

The results showed that overall service quality at KSP PRI Hikmah Guru 
Cikeruh was rated as good by members. The highest-rated dimensions were 
empathy and assurance, which reflect the ability of staff to provide personal 
attention and build member trust. However, there remains a gap between 
member perceptions and expectations, particularly in the tangibles and 
responsiveness dimensions. 

This study recommends the need to improve physical facilities and 
service technology, as well as increasing speed and responsiveness in providing 
services to maintain and increase member satisfaction as cooperative owners. 

Keywords: Service Quality, Member Satisfaction, Savings and Loan 
Cooperatives 
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ABSTRAK 
 

FERRY DWI GUSTRIANA. 2025. Penelitian ini bertujuan untuk 
menganalisis kualitas pelayanan dalam upaya mempertahankan kepuasan 
anggota sebagai pemilik pada Koperasi Simpan Pinjam (KSP) PRI Hikmah Guru 
Cikeruh di Jatinangor, Sumedang, Jawa Barat. Kualitas pelayanan merupakan 
faktor kunci dalam mempertahankan kepuasan dan loyalitas anggota koperasi 
sebagai pemilik organisasi. 

 
`Metode penelitian yang digunakan adalah deskriptif kuantitatif dengan 

menggunakan teknik sampling Slovin. Dari populasi 718 anggota, diperoleh 
sampel sebanyak 42 responden dengan tingkat kesalahan 15%. Data 
dikumpulkan melalui kuesioner yang mengukur lima dimensi kualitas 
pelayanan: tangible (bukti fisik), reliability (keandalan), responsiveness (daya 
tanggap), assurance (jaminan), dan empathy (empati). Instrumen penelitian 
menggunakan skala Likert 1-5 untuk mengukur persepsi dan harapan anggota. 

Hasil penelitian menunjukkan bahwa kualitas pelayanan KSP PRI 
Hikmah Guru Cikeruh secara keseluruhan dinilai baik oleh anggota. Dimensi 
yang mendapat penilaian tertinggi adalah empathy dan assurance, yang 
mencerminkan kemampuan petugas dalam memberikan perhatian personal dan 
membangun kepercayaan anggota. Namun, masih terdapat gap antara persepsi 
dan harapan anggota, terutama pada dimensi tangible dan responsiveness 

 
Penelitian ini merekomendasikan perlunya peningkatan fasilitas fisik dan 

teknologi pelayanan, serta peningkatan kecepatan dan ketanggapan dalam 
memberikan layanan untuk mempertahankan dan meningkatkan kepuasan 
anggota sebagai pemilik koperasi. 

 
Kata kunci: Kualitas Pelayanan, Kepuasan Anggota, Koperasi Simpan Pinjam
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