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ANALISIS KESENJANGAN KUALITAS PELAYANAN PADA COFFEE

SHOP SAGEMPLOO GALAXY MENGGUNAKAN METODE GAP
ANALYSIS DAN IMPORTANCE PERFORMANCE ANALYSIS (IPA)

Muhammad Alwan Habibie

ABSTRAK

Penelitian ini bertujuan untuk menganalisis kesenjangan kualitas
pelayanan pada Coffee Shop Sagemploo Galaxy dengan menggunakan
pendekatan SERVQUAL dan metode Importance Performance Analysis
(IPA). Kualitas pelayanan dievaluasi berdasarkan lima dimensi utama
dalam model SERVQUAL, yaitu Tangible, Reliability, Responsiveness,
Assurance, dan Empathy, melalui 22 atribut yang disusun dalam kuesioner
dan disebarkan kepada 100 responden. Hasil analisis menunjukkan bahwa
seluruh dimensi memiliki nilai gap negatif, yang berarti bahwa pelayanan
yang diterima pelanggan belum sepenuhnya sesuai dengan harapan mereka.
Dimensi Tangible mencatatkan nilai gap tertinggi, yaitu sebesar -0,86, yang
menunjukkan bahwa aspek fasilitas fisik menjadi perhatian utama
pelanggan. Selain itu, berdasarkan pemetaan Importance Performance
Analysis (IPA), terdapat lima atribut yang berada dalam Kuadran A, yaitu
atribut-atribut yang dianggap sangat penting namun kinerjanya masih
rendah, sehingga memerlukan prioritas perbaikan. Penelitian ini
memberikan gambaran empiris mengenai area-area kritis dalam pelayanan
yang perlu ditingkatkan, dan diharapkan dapat menjadi acuan bagi
manajemen Coffee Shop Sagemploo dalam menyusun strategi peningkatan
mutu pelayanan yang lebih efektif.

Kata kunci: Kualitas Pelayanan, SERVQUAL, IPA, Gap Analysis,
Coffee Shop
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Service Quality Gap Analysis at Sagemploo Galaxy Coffee Shop
Using the GAP Analysis and Importance-Performance
Analysis (IPA) Methods

Muhammad Alwan Habibie

ABSTRACT

This study aims to analyze the service quality gap at Coffee Shop
Sagemploo Galaxy using the SERVQUAL approach and the Importance
Performance Analysis (IPA) method. Service quality was evaluated based
on the five main dimensions of the SERVQUAL model, namely Tangible,
Reliability, Responsiveness, Assurance, and Empathy, through 22 service
attributes compiled in a questionnaire distributed to 100 respondents. The
analysis results indicate that all dimensions recorded negative gap values,
implying that the service received by customers has not fully met their
expectations. The Tangible dimension recorded the highest gap value, at -
0.86, indicating that physical facilities are the primary concern for
customers. Furthermore, based on the Importance Performance Analysis
(IPA) mapping, five attributes were identified in Quadrant A, representing
aspects considered highly important by customers but with relatively low
performance, thereby requiring priority improvement. This research
provides an empirical overview of the critical service areas that need
enhancement and is expected to serve as a reference for Coffee Shop
Sagemploo management in formulating more effective service quality
improvement strategies.

Keywords: Service Quality, SERVQUAL, IPA, Gap Analysis, Coffee Shop
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