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ABSTRACT

Razi Rustandi (C1160129) “An Analysis of Employee Motivation in order
to Improve Service Quality to Members” A Case study in Kopkar Pikiran Rakyat.
Supervisor Dr. Maman Suratman, Drs., M.Si.

In order to increase members' income, Kopkar Pikiran Rakyat manages
three business activities. Those business activities namely: Savings and Loans
Business Unit, General Trading Business Unit, and Rental Business Unit (office
equipment in the form of computers and Online Bank Payment Point. The number
of members of the Employee Cooperative of Kopkar Pikiran Rakyat has decreased
from year to year. Over a period of five years, the development of Kopkar Pikiran
Rakyat has seen a decrease in income, especially from the Savings and Loans
Business Unit which decreased by 23% (Decreased by Rp. 260,974,567, -) and the
Business Unit saw a decrease in income by 1% (Decreased by Rp. 5,872. 206 , -).
This decrease in income can be attributed to the low work motivation of employees
in providing services to cooperative members.

The aims of this study are to determine the work motivation of employees,
to know the service quality of employee, to know how work motivation in improving
the quality of servants and the benefits obtained by members. This research method
uses in this study is descriptive analysis method. The measurement scale which used
in this study is the Likert scale.

The results of this study, regarding the overall work motivation of
employees get a score of 303 (67.33%) which is included in the good enough
criteria. Overall service quality obtained a score of 1.420 (67.62%) which is
included in the good enough criteria. Employee work motivation can improve the
quality of service to members of Kopkar Pikiran Rakyat can be seen through the
criteria of good enough work motivation and good enough service quality criteria.

The economic benefits of members which consist of Direct Economic
Benefits and Indirect Economic Benefits or also known Manfaat Ekonomi Langsung
(MEL) and Manfaat Ekonomi Tidak Langsung (METL) as a whole get a score of
506 (67.47%) which is included in the good enough criteria.

Keywords: Employee Work Motivation, Service Quality, Economic Benefits



RINGKASAN

Razi Rustandi (C1160129). “Analisis Motivasi Kerja Karyawan Dalam
Upaya Meningkatkan Kualitas Pelayanan Kepada Anggota”. (Studi kasus pada
Kopkar Pikiran Rakyat). Di bawah bimbingan Dr. Maman Suratman, Drs., M.Si.

Kopkar Pikiran Rakyat mengelola tiga kegiatan usaha, dalam rangka untuk
meningkatkan pendapatan anggota. kegiatan usaha yaitu : Unit Usaha Simpan
Pinjam, Unit Usaha Perdagangan Umum, dan Unit Usaha Rental ( alat kantor
berupa komputer dan PPOB (Payment Point Online Bank). Jumlah anggota
Koperasi Karyawan Pikiran Rakyat dari tahun ke tahun semakin menurun. selama
kurun waktu lima tahun, perkembangan pendapatan Kopkar PR terlihat semakin
menurun terutama dari Unit Usaha Simpan Pinjam turun sebesar 23% (Turun Rp.
260.974.567,-) dan Unit Usaha Rental terdapat penurunan pendapatan sebesar 1%
( Turun Rp. 5.872.206,-). Penurunan pendapatan ini bisa terjadi diduga rendahnya
motivasi kerja karyawan dalam memberikan pelayanan kepada anggota koperasi.

Penelitian ini bertujuan untuk mengetahui motivasi kerja karyawan, kualitas
pelayanan, bagaimana motivasi kerja dalam meningkatkan kualitas pelayan dan
manfaat yang diperoleh anggota. Metode penelitian ini menggunakan metode
analisis deskriptif. Skala pengukurannya menggunakan skala likert.

Hasil penelitian mengenai motivasi kerja karyawan secara keseluruhan
mendapatkan perolehan skor sebesar 303 (67.33%) termasuk ke dalam kriteria
cukup baik. Kualitas pelayanan secara keseluruhan mendapatkan perolehan skor
sebesar 1.420 (67.62%) termasuk ke dalam kriteria cukup baik. Motivasi kerja
karyawan dapat meningkatkan kualitas pelayanan kepada anggota pada Kopkar
Pikiran Rakyat dapat diketahui melalui kriteria motivasi kerja yang cukup baik dan
kriteria kualitas pelayanan yang cukup baik.

Manfaat ekonomi anggota yang terdiri dari Manfaat Ekonomi Langsung
(MEL) dan Manfaat Ekonomi Tidak Langsung (METL) secara keseluruhan
mendapatkan perolehan skor sebesar 506 (67.47%) termasuk ke dalam kriteria
cukup baik.

Kata Kunci: Motivasi Kerja Karyawan, Kualitas Pelayanan, Manfaat Ekonomi
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