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ABSTRAK

Analisis Tingkat Kepuasan Konsumen Berdasarkan SERVQUAL Gap
Model pada Cinema XXI Jakarta

Elivina Mirdiani®

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan dan kepuasan
konsumen Cinema XXI di Jakarta. Penelitian ini menggunakan data primer
sebanyak 210 responden yang pernah menonton di Cinema XXI yang berlokasi di
Jakarta. Data dikumpulkan melalui penyebaran kuesioner secara langsung dan
online menggunakan teknik purposive sampling. Hasil penelitian menggunakan
ServQual gap model yang diinterpretasikan melalui diagram Importance
Performance Analysis (IPA) menunjukkan bahwa secara umum performa kualitas
pelayanan yang diberikan oleh Cinema XXI telah melampaui harapan/kebutuhan
konsumen. Selain itu, hasil penelitian menggunakan Customer Satisfaction Index
(CSI) menunjukkan konsumen Cinema XXI sangat puas dengan kualitas pelayanan

yang diberikan oleh Cinema XXI dengan persentasi 86,48%.

Kata kunci: ServQual Gap Model, Importance Performance Analysis, Customer
Satisfaction Index, Kepuasan Konsumen, Cinema XXI.

! Mahasiswa Universitas Bakrie, Jurusan Manajemen
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ABSTRACT

Customer Satisfaction Analysis Based on SERVQUAL Gap Model in Cinema
XXI1 Jakarta

Elivina Mirdiani®

The purpose of this study aimed to analyze the quality of service and customer
satisfaction of Cinema XXI in Jakarta. This study uses primary data of 210
respondents who have ever watched in Cinema XXI located in Jakarta. The data
were collected through questionnaires in person and online using purposive
sampling technique. The results using ServQual gap model interpreted through
Importance Performance Analysis (IPA) diagram indicates that in general, the
service quality performance of Cinema XXI has exceeded expectations / needs of
consumers. The results using Customer Satisfaction Index (CSI) shows Cinema XXI
consumers are very satisfied with the quality of services provided by Cinema XXI

with the percentage of 86,48%.

Keywords: ServQual Gap Model, Importance Performance Analysis, Customer
Satisfaction Index, Customer Satisfaction, Cinema XXI.

! Student of Universitas Bakrie, Management Studies
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