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EVALUASI KUALITAS PELAYANAN EXECUTIVE EDUCATION
PROGRAM MARKPLUS MENGGUNAKAN IMPORTANCE
PERFORMANCE ANALYSIS (IPA)

Nathaya Syahid Rattu

ABSTRAK

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan Executive Education
Program di MarkPlus. Pada perusahaan jasa seperti MarkPlus, sangatlah penting
untuk menjaga kinerja pelayanan yang diberikan kepada pelanggan akan tetapi
perusahaan sering gagal memahami keinginan atau hal-hal yang dianggap penting
oleh pelanggan. Oleh karena itu perlu untuk melakukan penelitian terkait persepsi
dari pelanggan untuk mendapatkan pandangan yang lebih baik mengenai
kebutuhan mereka. Dengan menggunakan metode Importance Performance
Analysis (IPA) peneliti berusaha mencari tahu tingkat kepentingan dan kualitas
kinerja yang dirasakan oleh pelanggan yang mengikuti Executive Education
Program. Kuesioner disebarkan kepada 50 responden yang mengikuti Executive
Education Program MarkPlus di bulan Juli-November 2020 setelah melakukan
pre-test kepada 30 responden. Dari data yang didapatkan, kemudian di uji
validitas dan reliabilitas dari kuesioner. Hasil pengujian menunjukkan kuesioner
yang digunakan valid dan reliabel. Analisis IPA menunjukkan bahwa adanya
atribut-atribut yang masuk ke dalam kuadran | atau prioritas utama yang artinya
atribut-atribut pada kuadran ini dirasa penting oleh pelanggan namun kinerja yang
diberikan belum sesuai, di antaranya pelayanan yang belum tepat waktu,
pelayanan yang diberikan belum sesuai dengan harga yang ditawarkan dan
pengaduan yang dirasa belum dilakukan dengan cepat dan handal. Hal ini perlu
diperhatikan oleh MarkPlus, karena atribut-atribut tersebut menjadi fokus
MarkPlus untuk memperbaiki kualitas pelayanannya pada Executive Education
Program. Kesimpulan penelitian menunjukkan bahwa kualitas pelayanan yang
diberikan masih termasuk di kategori sangat baik dengan presentase 93.13% dan
hal ini menunjukkan tingkat kepuasan yang tinggi dari para responden.

Kata kunci: Kualitas Layanan, Kepuasan Pelanggan, Executive Education
Program, Tingkat Kepentingan, Kualitas Kinerja, Importance Performance

Analysis
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EVALUATION OF SERVICE QUALITY FOR MARKPLUS EXECUTIVE
EDUCATION PROGRAM USING IMPORTANCE PERFORMANCE
ANALYSIS (IPA)

Nathaya Syahid Rattu

ABSTRACT

This study aims to determine the quality of Executive Education Program services
at MarkPlus. In service companies like MarkPlus, it is very important to maintain
the performance of the services provided to customers, but companies often fail to
understand the desires or things that are considered important by customers.
Therefore it is necessary to conduct research related to customer perceptions to
get a better view of their needs. By using the Importance Performance Analysis
(IPA) method, researchers try to find out the level of importance and quality of
performance felt by customers who take part in the Executive Education Program.
The questionnaire was distributed to 50 respondents who took part in the
MarkPlus Executive Education Program in July-November 2020 after pre-testing
30 respondents. From the data obtained, then tested the validity and reliability of
the questionnaire. The test results show the questionnaire used is valid and
reliable. IPA analysis shows that there are attributes that fall into quadrant | or top
priority, which means the attributes in this quadrant are considered important by
customers but the performance provided is not appropriate, including services that
are not on time, services provided are not in accordance with the prices offered
and complaints that are felt to have not been done quickly and reliably. This
should be noted by MarkPlus, because these attributes are the focus of MarkPlus
to improve the quality of its services in the Executive Education Program. The
conclusion of the study showed that the quality of services provided was included
in the excellent category with a percentage of 93.13% and this showed a high

level of satisfaction from the respondents.

Keywords: Service Quality, Customer Satisfaction, Executive Education

Program, Importance, Performance Quality, Importance Performance Analysis.
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