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ABSTRACT 

Muhamad Firstiansyah Aditya Nugraha (C1140139), Analysis of 
Quality Service To Increase Member Participation As Customer, case study at 
Koperasi Serba Usaha Cilengkrang (KSU Cilengkrang), Kab. Bandung, under 
guidance of Dra.Yeni Wipartini, M.Ti and Drs. H. Iwan Mulyana, M.Si. 

The purpose of this research is to know the description about member 
participation as customer at KSU Cilengkrang and also service that given by the 
business units and response of members about the implementation and expectation 
of service that given at two business units those are Trading Unit and Saving and 
Loan Unit. 

Member participation is the main thing in Cooperative. If Cooperative wants 
to develop adn getting bigger, so it starts from member participation. Member 
participation devided into two types, as owner and user. Both of them can not be 
separated because it is a unity. When a person decides to be a member of 
Cooperative,so He/She must be ready to participate. 

Member participation can be increased, through many ways, one of them is 
through the enhancement of quality service that given by Cooperative. The service 
depends to the type of business that run, if it is service business or retail. For the 
case at KSU Cilengkrang, it is used two service approaches those are service 
approach and retail approach. 

Based on the result of research that had been done, it is gotten that member 
participation as customer at Trading Unit is still not approriate with the expected. 
While for the participation at Saving and Loan Unit, as savers, majority of members 
have contributed although not entirely and for the loan participation must be 
increased again. The service of Trading Unit that must be a priority to be improved 
is parking facility, and for the service of Saving  and Loan Unit, indicator of 
accuracy in registration becomes the main priority. If the Cooperative wants to 
increase member participation as customer, then the efforts to increase the quality 
service should be done
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RINGKASAN 

Muhamad Firstiansyah Aditya Nugraha (C1140139), Analisis Kualitas 
Pelayanan Dalam Upaya Meningkatkan Partisipasi Anggota Sebagai 
Pelanggan, studi kasus pada Koperasi Serba Usaha Cilengkrang (KSU 
Cilengkrang) Kab. Bandung, di bawah bimbingan Dra. Yeni Wipartini, M.Ti dan 
Drs. H. Iwan Mulyana, M.Si. 

Penelitian ini bertujuan untuk mengetahui gambaran mengenai partisipasi 
anggota sebagai pelanggan pada KSU Cilengkrang dan juga pelayanan yang 
diberikan unit usaha serta tanggapan anggota mengenai pelaksanaan serta harapan 
pelayanan yang diberikan oleh KSU Cilengkrang di kedua unit usaha yakni 
Waserda dan Simpan Pinjam. 

Partisipasi anggota dapat ditingkatkan salah satunya melalui peningkatan 
kualitas pelayanan yang diberikan oleh Koperasi. Pelayanan tersebut tergantung 
pada jenis usaha yang dijalankan, apakah itu jasa atau ritel. Untuk kasus pada KSU 
Cilengkrang, digunakan dua pendekatan pelayanan yaitu pelayanan jasa dan 
pelayanan ritel.  

Dari hasil penelitian yang dilakukan, maka diperoleh hasil bahwa partisipasi 
anggota sebagai pelanggan di Unit Waserda masih dinilai belum sesuai dengan apa 
yang diharapkan. Sedangkan untuk partisipasi di Unit Simpan Pinjam, sebagai 
penyimpan sudah mayoritas anggota berkontribusi walaupun belum 
keseluruhannya dan partisipasi pinjaman yang harus lebih ditingkatkan lagi. 
Pelayanan di Waserda yang harus diprioritaskan untuk ditingkatkan lagi adalah 
fasilitas parkir, sedangkan pada Unit Simpan Pinjam, indikator ketepatan dalam 
pencatatan menjadi prioritas utama. Maka agar partisipasi anggota di KSU 
Cilengrang dapat meningkat, maka upaya-upaya untuk meningkatkan kualitas 
pelayanan harus dilakukan.
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