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ABSTRAK

Syifa Fauziyah. Nim: 2282140058, “Pengaruh Implementasi Sop, Etika Dan
Responsivitas Terhadap Kualitas Pelayanan Customer Service Divisi Airport
Operation And Landside Service Di Bandara Halim Perdanakusuma”, 2026

Penelitian ini dilatarbelakangi oleh adanya kesenjangan antara standar
pelayanan yang ditetapkan dengan implementasi di lapangan pada Divisi Airport
Operation and Landside Service (AOLS) Bandara Halim Perdanakusuma.
Berdasarkan observasi dan data laporan harian, ditemukan inkonsistensi penerapan
SOP, kurangnya keramahan dan kesopanan petugas, serta lambatnya respons dalam
menangani keluhan penumpang.

Penelitian ini bertujuan untuk menganalisis pengaruh implementasi Standar
Operasional Prosedur (SOP), etika pelayanan, dan responsivitas secara parsial
maupun simultan. Pendekatan yang digunakan adalah kuantitatif dengan jenis
penelitian lapangan (field research) berdesain eksplanatori. Populasi penelitian
adalah penumpang yang pernah berinteraksi dengan customer service Divisi AOLS,
dengan sampel sebanyak 100 responden yang ditentukan menggunakan rumus Taro
Yamane. Teknik pengumpulan data dilakukan melalui kuesioner dan dokumentasi.
Analisis data menggunakan statistik deskriptif, uji validitas dan reliabilitas, uji
asumsi klasik, serta analisis regresi linier berganda.

Hasil penelitian menunjukkan bahwa: (1) Implementasi SOP berpengaruh
positif dan signifikan terhadap kualitas pelayanan (t hitung = 3,001 > t tabel =
1,984; sig. 0,003 < 0,05), (2) Etika pelayanan berpengaruh positif dan signifikan
terhadap kualitas pelayanan (t hitung = 3,176 > t tabel = 1,984; sig. 0,002 < 0,05),
(3) Responsivitas berpengaruh positif dan signifikan terhadap kualitas pelayanan (t
hitung = 2,150 > t tabel = 1,984; sig. 0,034 < 0,05) dan (4) Implementasi SOP, etika
pelayanan, dan responsivitas secara simultan berpengaruh positif dan signifikan
terhadap kualitas pelayanan (F hitung = 21,006 > F tabel = 2,70; sig. 0,000 < 0,05).
Koefisien determinasi (R?) menunjukkan bahwa ketiga variabel tersebut mampu
menjelaskan variasi kualitas pelayanan sebesar 37,7%, sedangkan sisanya sebesar
62,3% dipengaruhi oleh faktor lain di luar penelitian ini.

Kata Kunci: Standar Operasional Prosedur (SOP), Etika Pelayanan, Responsivitas,
Kualitas Pelayanan, Customer Service, Bandara



ABSTRACT

Syifa Fauziyah. Nim: 2282140058. “The Impact Of The Implementation Of Sop,
Ethics, And Responsiveness To The Quality Of Customer Service In The Airport
Operation And Landside Service Division At Halim Perdanakusuma Airport”,
2026

This study was motivated by the gap between the established service
standards and their implementation in the field at the Airport Operation and
Landside Service (AOLS) Division of Halim Perdanakusuma Airport. Based on
observations and daily report data, inconsistencies in SOP implementation, a lack
of friendliness and politeness among staff, and slow responses to passenger
complaints were found.

This study aims to analyze the partial and simultaneous effects of the
implementation of Standard Operating Procedures (SOPs), service ethics, and
responsiveness. The approach used is quantitative with an explanatory field
research design. The research population consists of passengers who have
interacted with the customer service of the AOLS Division, with a sample of 100
respondents determined using the Taro Yamane formula. Data collection
techniques were carried out through questionnaires and documentation. Data
analysis used descriptive statistics, validity and reliability tests, classical
assumption tests, and multiple linear regression analysis.

The results of the study indicate that: (1) The implementation of SOPs has
a positive and significant effect on service quality (t count = 3.001 > t table =
1.984; sig. 0.003 < 0.05), (2) Service ethics have a positive and significant effect
on service quality (t count = 3.176 > t table = 1.984; sig. 0.002 < 0.05), (3)
Responsiveness has a positive and significant effect on service quality (t count =
2.150 > t table = 1.984; sig. 0.034 < 0.05) and (4) The simultaneous
implementation of SOPs, service ethics, and responsiveness has a positive and
significant effect on service quality (F count = 21.006 > F table = 2.70; sig. 0.000
< 0.05). The coefficient of determination (R2) shows that these three variables are
able to explain 37.7% of the variation in service quality, while the remaining 62.3%
is influenced by other factors outside the scope of this study.

Keywords: Standard Operating Procedures (SOP), Service Ethics, Responsiveness,
Service Quality, Customer Service, Airport
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