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ABSTRAK

Tania Halimatus Sa'diyah (1808109080) “ Strategi Meningkatkan Kualitas
Pelayanan Jasa untuk Kepuasan Konsumen di Lembaga Bimbingan Belajar
Bina Evaluasi Siswa Terpadu (BEST) Kota Cirebon™

Persaingan lembaga bimbingan belajar menuntut peningkatan kualitas pelayanan
untuk memenuhi kebutuhan dan kepuasan konsumen. Kualitas pelayanan yang
baik meliputi keandalan, ketanggapan, jaminan, perhatian (empati), dan bukti
fisik, yang berperan penting dalam membangun kepercayaan dan loyalitas
konsumen. Lembaga Bimbingan Belajar Bina Evaluasi Siswa Terpadu BEST
Kota Cirebon telah memberikan pelayanan yang cukup baik, namun masih
terdapat kendala seperti kinerja pegawai yang belum stabil dan lokasi yang kurang
strategis. Oleh karena itu, perlu dikaji bagaimana kualitas pelayanan jasa
mempengaruhi kepuasan konsumen di lembaga tersebut. Penelitian ini bertujuan
untuk mendeskripsikan kualitas pelayanan jasa terhadap kepuasan konsumen di
Lembaga Bimbingan Belajar Bina Evaluasi Siswa Terpadu BEST Kota Cirebon.
Metode yang digunakan adalah deskriptif dengan pendekatan kualitatif melalui
teknik observasi, wawancara dan dokumentasi. Analisis data dilakukan melalui
reduksi data, penyajian data, dan penarikan kesimpulan. Hasil penelitian
menunjukkan bahwa kualitas pelayanan jasa berpengaruh signifikan terhadap
kepuasan konsumen. Dimensi keandalan dan jaminan telah berjalan dengan baik,
sedangkan dimensi perhatian (empati) menjadi faktor utama yang mempengaruhi
kenyamanan konsumen. Faktor pendukung meliputi kepercayaan dari siswa,
alumni, dan orang tua, serta fasilitas yang tersedia. Adapun faktor penghambat
meliputi kinerja pegawai yang belum stabil dan lokasi yang kurang strategis.
Secara keseluruhan, kualitas pelayanan di lembaga bimbingan belajar BEST
tergolong baik dan berpengaruh terhadap kepuasan pelanggan.

Kata Kunci: Pelayanan Jasa, Kepuasan Konsumen



ABSTRACT

Tania Halimatus Sa'diyah (1808109080) "'Strategy for Improving Service
Quality for Customer Satisfaction at the Integrated Student Evaluation
Guidance Institute (BEST) in Cirebon™

Competition among tutoring institutions demands improved service quality to
meet customer needs and satisfaction. Good service quality includes reliability,
responsiveness, assurance, attention (empathy), and tangibles, which play an
important role in building customer trust and loyalty. The BEST Integrated
Student Evaluation Tutoring Institute in Cirebon City has provided quite good
service, but there are still obstacles such as unstable employee performance and a
less strategic location. Therefore, it is necessary to examine how service quality
affects customer satisfaction at the institution. This study aims to describe the
quality of service on customer satisfaction at the BEST Integrated Student
Evaluation Tutoring Institute in Cirebon City. The method used is descriptive with
a qualitative approach through observation, interviews, and documentation
techniques. Data analysis is carried out through data reduction, data presentation,
and drawing conclusions. The results show that service quality has a significant
effect on customer satisfaction. The dimensions of reliability and assurance have
been running well, while the dimension of attention (empathy) is the main factor
that influences customer comfort. Supporting factors include trust from students,
alumni, and parents, as well as available facilities. Inhibiting factors include
unstable employee performance and a less strategic location. Overall, the quality
of service at the BEST tutoring institution is classified as good and has an impact
on customer satisfaction.

Keywords: Service, Consumer Satisfaction
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