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ABSTRAK 

Sagitha Dwi Rachman. 201210215050. Analisis Kualitas Layanan Jasa 

Dengan Metode Servqual (Studi Kasus Di Kantor MT Cibitung).  

Penelitian ini dilakukan di Notaris MT cibitung, untuk mengetahui tingkat 

kepuasan pelanggan terhadap pelayanan kantor Notaris MT dan Faktor apa saja 

yang mempengaruhi kepuasan dan ketidak puasan pelanggan pada kator Notaris 

MT, sehingga dilakukan penelitian menggunakan metode servqual dengan 

menyebarkan kuesioner dengan sekala likert pada 30 responden, dimana butir-

butir pertanyaan diuji reliabilitas dan validitasnya, lalu diuji kembali dengan 

perhitungan servqual yaitu Q=P-E (Quality = Prediction – Expectation) sehingga 

dapat diketahui nilai gap yaitu sebesar 4.384 dan nilai gap terbesar yang mewakili 

masing-masing dimensi yaitu 0.227 pada pertanyan nomor 1 yang mewakili 

realibility, 0.362 pada pertanyaan nomor 8 mewakili emphaty, 0.426 pada 

pertanyaan nomor 11 mewakili responsiveness, 0.386 pada pertanyaan nomor 13 

mewakili tangible, 0.424 pada pertanyaan nomor 19 mewakili assurance, 

sehingga dari sanalah dapat diketahui penyebabnya yang dijelaskan pada 

kesimpulan diakhir penelitian ini. 

 

Kata kunci : Kualitas Jasa, Kepuasan Pelanggan, Pelayanan, Metode Servqual. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Analisis Kualitas..., Sagitha Dwi Rachman, Fakultas Teknik 2019



vi 

 

 

ABSTRACT 

 

 Sagitha Dwi Rachman. 201210215050. Analysis of Service Quality Using 

Servqual Method (Case Study at MT Cibitung Office. This research was 

conducted in MT Notary’s office, to determine the level of customer satisfaction 

with the services of MT Notary’s offices and any factors that affect customer 

satisfaction and dissatisfaction in the MT Notary's office, so that the research was 

conducted using the servqual method by distributing questionnaires at 30 

respondents. where the questions were tested for reliability and validity, then 

tested again with servqual calculations, namely Q = P - E that means              

(Quality = Prediction - Expectation) so that the gap value is equal to 4.384 and 

the largest gap value representing each dimension is 0.227 in question number 1 

which represents reliability, 0.362 in question number 8 represents empathy, 

0.426 in question number 11 represents responsiveness, 0.386 in question number 

13 represents tangible, 0.424 in question number 19 represents assurance, so that 

the cause can be known which is explained at the conclusion of this research.   

 
Keywords: Servce Quality, Customer Satisfication, Service, Servqual Method. 
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