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ANALISIS PERSEPSI PELANGGAN TERHADAP TINGKAT KEPENTINGAN 

ELEMEN HARGA DAN KUALITAS JASA DALAM KAITANNYA DENGAN 

KINERJA PERUSAHAAN  

Heidy Apriliana1, Dr. Suwandi2, Gunardi Endro Ph.D3 

 

ABSTRAK 

 
       Tujuan dari penelitian ini adalah untuk mengetahui sejauh mana persepsi 
pelanggan mengenai tingkat kepentingan elemen harga dan kualitas jasa 
terhadap kinerja perusahaan (studi pada PT. Intra Asia Worldwide) dan 
menganalisis kaitan antara keduanya. Penelitian ini menggunakan alat analisis 
Importance – Performance Analysis, dilakukan di Jakarta dengan PT. Intra Asia 
Worldwide atau WQA-SEA Jakarta sebagai obyek penelitian. Data yang 
terkumpul sejumlah 111 dari 800 kuesioner yang disebarkan oleh perusahaan. 
Hasil penelitian menunjukkan bahwa kinerja perusahaan saat ini belum 
memenuhi harapan pelanggan. 
       Hasil penelitian ini ditunjukkan oleh 15 dari 19 atribut elemen harga dan 
kualitas jasa menunjukkan bahwa tingkat harapan lebih tinggi daripada tingkat 
kinerja dan perbedaannya secara statistik signifikan pada tingkat konvensional 
kepercayaan 95% (α=0.05). Atribut yang dimaksud adalah: kekompetitifan harga 
jual; Kandungan harga-harga terselubung; Akurasi isi penawaran, kontrak, jadwal 
audit, isi laporan, dan invoice; Penilaian auditor; Ketanggapan dalam merespon, 
dan memberikan informasi seputar jasa sertifikasi; Kemudahan untuk dihubungi; 
Penerimaan sertifikat yang tepat waktu; Kesopanan auditor; Pengetahuan auditor 
seputar lini bisnis klien; Kapabilitas dalam menyampaikan temuan audit pada 
rapat penutupan. Dari hasil penelitian tersebut disarankan agar perusahaan 
meninjau ulang kinerja saat ini dan mengambil langkah-langkah perbaikan guna 
meningkatkan kualitas pelayanan yang ditawarkan. 
 
 

Kata Kunci: Persepsi Pelanggan, Tingkat Kepentingan, Elemen Harga, Kualitas 
Jasa, Kinerja Perusahaan. 
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CUSTOMER PERCEPTION ANALYSIS ON THE IMPORTANCE LEVEL OF 

PRICING AND SERVICE QUALITY ELEMENTS IN ITS RELATION TO THE 

COMPANY PERFORMANCE 

Heidy Apriliana1, Dr. Suwandi2, Gunardi Endro Ph.D3 

 

ABSTRACT 
 

       The objective of this research is, with regard to pricing and service quality 

element, to get to know customer perception on the level of importance of certain 

attributes and the level of company performance (study held in PT. Intra Asia 

Worldwide) pertaining to the attributes, and to analyze the relation between both 

levels. The research uses Importance – Performance Analysis (IPA) as an 

analyzing tool. This research is conducted with PT. Intra Asia Worldwide as the 

research object. The company collects the data from 111 returned 

questionnaires, out of 800 questionnaires distributed to the customers. The result 

of the analysis indicates that the  performance of the company is yet to meet the 

expectation of the customers. 

       The result that is showed by 15 attributes out of 19, the elements of pricing 

and service quality, indicates that the level of expectation is higher than the level 

of company performance and the difference between both levels is statistically 

significant at conventional level (α=0.05). The attribute mentioned are: price 

competitiveness; content of hidden cost in price; accuracy content of quotation, 

agreement, audit schedule, report, and invoice; auditor judgment; response to 

reply client inquiry; and response to submit the information related to certification; 

easiness to contact; certificate received in timely manner; politeness of auditor; 

auditor knowledge of customer business line; capability to  inform the audit 

finding at closing meeting. The results of these studies suggested that the 

company to review the current performance and take corrective measures in 

order to improve the quality of services offered. 

 

 

Keywords: Customer Perception, Importance Level, Pricing Element, Service 

Quality, Company Performance. 
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