
 
 

 
 

  DAFTAR ISI 

HALAMAN JUDUL  .............................................................................................. ii 

HALAMAN JUDUL (Bahasa Inggris) ................................................................... ii 

LEMBAR PENGESAHAN PEMBIMBING ......................................................... iii 

LEMBAR PENGESAHAN PENGUJI .................................................................. iv 

SURAT PERNYATAAN......................................................................................... v 

KEASLIAN TUGAS AKHIR .................................................................................. v 

PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH ................... vi 

PERSEMBAHAN ................................................................................................. vii 

MOTTO ............................................................................................................... viii 

KATA PENGANTAR ........................................................................................... ix 

DAFTAR ISI .......................................................................................................... xi 

DAFTAR TABEL ................................................................................................ xiv 

DAFTAR GAMBAR ............................................................................................. xv 

DAFTAR LAMPIRAN ........................................................................................ xvi 

ABSTRAK .......................................................................................................... xvii 

ABSTRACT ....................................................................................................... xviiix 

BAB I PENDAHULUAN ........................................................................................ 1 

1.1 Latar Belakang ....................................................................................... 1 

1.2 Perumusan Masalah ............................................................................... 3 

1.3 Pembatasan Masalah .............................................................................. 3 

1.4 Manfaat penelitian ................................................................................. 4 

1.5 Sistematika Penulisan ............................................................................ 4 

BAB II TINJAUAN PUSTAKA DAN LANDASAN TEORI ................................ 6 

2.1 Tinjauan Pustaka .................................................................................... 6 

2.2 Landasan Teori ...................................................................................... 9 

2.2.1 Pengertian Jasa ............................................................................ 9 

2.2.2 Karakteristik Jasa ...................................................................... 10 

2.2.3 Dimensi kualitas jasa ................................................................ 10 



 
 

 
 

2.2.4 Kualitas Pelayanan .................................................................... 11 

2.2.5 Pengukuran Kepuasan Konsumen ............................................ 12 

2.2.6 Alat Dan Teknik Pengumpulan Data ........................................ 12 

2.2.7 Metode SERVQUAL (Service Quality) ..................................... 17 

2.2.8 Perhitungan Nilai Gap Service Quality (Servqual)................... 18 

2.2.9 Diagram Kartesius .................................................................... 19 

2.2.10 CSI (Customers Satisfaction Index) .......................................... 24 

2.3 Hipotesis  dan Kerangka Teoritis......................................................... 26 

2.3.1 Hipotesis ................................................................................... 26 

2.3.2 Kerangka Teoritis ..................................................................... 29 

BAB III  METODE PENELITIAN........................................................................ 30 

3.1 Pengumpulan Data ............................................................................... 30 

3.1.1 Tempat dan Waktu Penelitian ................................................... 30 

3.1.2 PENENTUAN SAMPEL .......................................................... 30 

3.2 Teknik Pengumpulan Data................................................................... 32 

3.2.1 Wawancara ............................................................................... 32 

3.3 Pengujian Hipotesa .............................................................................. 33 

3.4 Uji Validitas Data ................................................................................ 33 

3.5 Uji Reliabilitas Data............................................................................. 33 

3.6 Metode Analisis ................................................................................... 33 

3.6.1 Analisis Diagram Kartesius(Importance Performance Matrix) 33 

3.6.2 Customer Satisfaction Index (CSI) ........................................... 34 

3.7 Pembahasan ......................................................................................... 36 

3.8 Penarikan Kesimpulan ......................................................................... 36 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ....................................... 39 



 
 

 
 

4.1 Pengumpulan data ................................................................................ 39 

4.1.1 Profil Management Hamas Futsal ............................................ 39 

4.1.2 karakteristik responden ............................................................. 40 

4.1.3 Data kuesioner .......................................................................... 40 

4.2 Pengujian Data ..................................................................................... 41 

4.2.1 Penilaian Tingkat Rata-rata Kuisioner ...................................... 45 

4.2.2 Pengolahan Data Servqual ........................................................ 46 

4.2.3 Pengolahan Diagram Cartesius ................................................ 48 

4.2.4 Motode customer satisfaction index ......................................... 48 

4.3 Analisa dan Interprestasi ...................................................................... 52 

4.3.1 Analisa Pengujian Data ............................................................. 52 

4.3.2 Analisa Service Quality ............................................................ 52 

4.3.3 Analisa Diagram Cartesius ....................................................... 52 

4.3.4 Customer Satisfaction Index (CSI) ........................................... 54 

4.3.5 Hubungan Servqual dan Costumer Satisfaction Indeks ( CSI ) 54 

4.3.6 Pembuktian Hipotesa ................................................................ 55 

4.3.7 Rekomendasi ............................................................................. 55 

BAB V PENUTUP ................................................................................................. 57 

5.1 Kesimpulan .......................................................................................... 57 

5.2 Saran .................................................................................................... 58 

 

 

 

 

 



 
 

 
 

  DAFTAR TABEL 

 

Tabel 1.1 kunjungan tim di hamas futsal ................................................................. 2 

Tabel 2.1 Tinjauan Pustaka ...................................................................................... 6 

Tabel 3. 1 Mekanisme Penelitian ........................................................................... 33 

Tabel 3. 2 Kriteria Nilai Customer Satisfaction Index (CSI) ................................. 35 

Table 4.1 Jam Operasional HAMAS FUTSAL ..................................................... 39 

Tabel 4.2 variabel Dimensi Tangible ..................................................................... 40 

Tabel 4.3 variabel  Dimensi Reliability.................................................................. 40 

Tabel 4.4 variabel Dimensi Assurance................................................................... 41 

Table 4.5 variabel Dimensi Responsiveness .......................................................... 41 

Tabel 4.6 variabel Dimensi Emphaty ..................................................................... 41 

Table 4.7 validasi kinerja ....................................................................................... 44 

Table 4.8 Reliabel Kinerja ..................................................................................... 44 

Table 4.9 validitas harapan .................................................................................... 45 

Table 4.10 Reliabilitas Harapan ............................................................................. 45 

Table 4.11 rata rata harapan dan kinerja ................................................................ 46 

Table 4.12 gap sevqual ........................................................................................... 47 

Table 4.13 Nilai MIS danMSS ............................................................................... 49 

Tabel 4.14 Nilai Weight Factor ............................................................................. 50 

Tabel 4.15 Nilai Weight Score ............................................................................... 51 

Tabel 4.16 Hasil Customer Satisfaction Index ....................................................... 54 

Tabel 4.16. Kriteria Nilai Customer Satisfaction Index (CSI) ............................... 55 

 

 

 

 

 

 

 



 
 

 
 

 

DAFTAR GAMBAR 

 

Gambar 1.1 grafik kunjungan Hamas futsal ............................................................ 2 

Gambar 2.1 proses diagram cartesius 1 ................................................................. 26 

Gambar 2.2 proses diagram cartesius 2 ................................................................... 2 

Gambar 2.3 proses diagram cartesius 3 ................................................................. 25 

Gambar 2.4 titik kordinat ....................................................................................... 25 

Gambar 2.5 proses diagram cartesius 4 ................................................................. 26 

Gambar 2.6 proses diagram cartesius 5 ................................................................. 26 

Gambar 2.7 proses diagram cartesius 6 ................................................................. 27 

Gambar 2.8 proses diagram cartesius 7 ................................................................. 27 

Gambar 2.9 diagram cartesius  .............................................................................. 28 

Gambar 4.1 maps hamas futsal .............................................................................. 38 

Gambar 4.2 r tabel .................................................................................................. 49 

Gambar 4.3 Diagram Cartesius ............................................................................. 54 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

 
 

DAFTAR LAMPIRAN 

 

A1 kuisioner terbuka .............................................................................................. 67 

A2 rekap kuisioner ................................................................................................. 68 

A3 keluhan pelanggan ............................................................................................ 69 

A4 kuisioner tertutup.............................................................................................. 70 

A5 hasil uji validitas dan reabilitas kinerja ............................................................ 71 

A6 hasil uji validitas dan reabilitas harapan  ......................................................... 73 

A7 hasil rekapitulasi kuisioner harapan ................................................................. 75 

A8 hasil rekapitulasi kuisioner kinerja ................................................................... 78 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


