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BAB 5 

KESIMPULAN. 

1. Kualitas layanan dari tiga layanan jasa memiliki perbedaan. 

2. perbedaan signifikan terletak pada faktor penunjang kepuasan pelanggan. 

3. Faktor yang paling mempengaruhi kepuasan jasa rumah sakit adalah 

empathy (perhatian dokter dan perawat, perhatian staff rumah sakit, 

sensitifitas staff rumah sakit terhadap permintaan pasien). 

4. Faktor yang paling mempengaruhi kepuasan jasa pendidikan adalah 

tangible (fasilitas perpustakaan, lingkungan belajar, perlengkapan belajar, 

kebersihan kampus). 

5. Faktor yang paling mempengaruhi kepuasan jasa hotel adalah empathy 

(pemahaman kebutuhan tamu, sikap positif pekerja, perhatian pekerja). 

6. Identifikasi terhadap jenis layanan jasa perlu dilakukan sebelum 

melakukan pengukuran kualitas layanan. 

7. Penentuan faktor penunjang kepuasan pelanggan secara tepat akan 

membuat pengukuran yang dilakukan tepat sasaran. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



39 
 

DAFTAR PUSTAKA 

 

A Rauch, D., Dwain, M., & Robert, C. (2015). Article information : 

MEASURING SERVICE QUALITY IN MID-SCALE HOTELS. 

International Journal of Contemporary Hospitality Management, 27(1), 87–

106. 

Alani, F., Yaqoub, Y., & Hamdan, M. (2015). Service quality in higher education-

a case study of universiti Brunei Darussalam. International Education 

Studies, 8(4), 231–245. 

Altuntas, S., & Kansu, S. (2019). An innovative and integrated approach based on 

SERVQUAL, QFD and FMEA for service quality improvement: A case 

study. Kybernetes, 49(10), 2419–2453. 

Apriani, D., & Lestari, Y. D. (2015). Integrating Servqual and QFD Framework 

for Product and Service Design Case Study : Beehive Cafe Bandung. Journal 

of Business and Management, 4(9), 990–1001. 

Behdioğlu, S., Acar, E., & Burhan, H. A. (2017). Evaluating service quality by 

fuzzy SERVQUAL : a case study in a physiotherapy and rehabilitation 

hospital. Total Quality Management & Business Excellence, 30(3–4), 301–

319. 

Dando, D. (2017). Factor Analysis of Academic Staff Satisfaction in Dire Dawa 

University, Ethiopia. Science Journal of Education, 5(2), 71–81.  

Elo, S., Kääriäinen, M., Kanste, O., Pölkki, T., Utriainen, K., & Kyngäs, H. 

(2014). Qualitative Content Analysis: A Focus on Trustworthiness. SAGE 

Open, 4(1), 1-10. 

Green, P. (2014). Measuring Service Quality In Higher Education: A South 

African Case Study. Journal of International Education Research (JIER), 



40 
 

 

10(2), 131–142. 

Gupta, P., & Kaushik, N. (2017). "Dimensions of service quality in higher 

education - critical review (students’ perspective)", International Journal of 

Educational Management. International Journal of Educational Management, 

34(1), 1–5. 

Hossain, M., & Rahman, M. (2013). Service quality and student satisfaction: a 

case study on private universities in Bangladesh. International Journal of 

Economics Finance and Management Sciences, 1(3), 128–135.  

Kusuma Dewi, S. (2012). Minimasi Defect Produk Dengan Konsep Six Sigma. 

Jurnal Teknik Industri, 13(1), 43.  

Liu, X. (2013). Full-Text Citation Analysis : A New Method to Enhance. Journal 

of the American Society for Information Science and Technology, 64(July), 

1852–1863. 

Minh, N. H., Ha, N. T., Anh, P. C., & Matsui, Y. (2017). Service Quality and 

Customer Satisfaction : A Case Study of Hotel Industry in Vietnam. Asian 

Social Science, 11(10), 73–85. 

Moha, S., & Loindong, S. (2016). THE ANALYSIS OF SERVICE QUALITY 

ON CUSTOMER SATISFACTION AND FACILITIES. Jurnal Emba : 

Jurnal Riset Ekonomi, Manajemen, Bisnis Dan Akutansi, 4(1), 575–584. 

Raharjo, S. B. (2012). Evaluasi Trend Kualitas Pendidikan Di Indonesia. Jurnal 

Penelitian Dan Evaluasi Pendidikan, 16(2), 511–532. 

Rahman, A., & Supomo, H. (2012). Analisa Kepuasan Pelanggan pada Pekerjaan 

Reparasi Kapal dengan Metode Quality Function Deployment (QFD). Jurnal 

Teknik ITS, 1(1), G297--G302. 

Shafiq, A., Mostafiz, I., & Taniguchi, M. (2019). Using SERVQUAL to 

determine Generation Y ’ s satisfaction towards hoteling industry in 

Malaysia. JOURNAL OF TOURISM FUTURES, 5(1), 62–74.  



41 
 

 

 

Yulianto, A. (2010). Meningkatkah Kualitas Pelayanan Jasa Penerbangan 

Indonesia Paska Insiden Kecelakaan Pesawat Terbang ? Jurnal Dinamika 

Manajemen, 1(1), 1–8. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


