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ABSTRAK 

 

Dalam industri jasa yang semakin kompetitif, kualitas layanan menjadi faktor 

penting untuk menjaga kepuasan dan loyalitas pelanggan. Penelitian ini bertujuan 

mengevaluasi kualitas layanan cleaning service PT. XYZ yang beroperasi di 

Universitas Muhammadiyah Gresik dengan menggunakan pendekatan metode Service 

Quality (SERVQUAL) dan Importance Performance Analysis (IPA). SERVQUAL 

digunakan untuk mengukur kesenjangan antara harapan dan persepsi pelanggan, 

sedangkan IPA digunakan untuk mengidentifikasi atribut layanan yang perlu 

diprioritaskan dalam perbaikan. Data dikumpulkan melalui penyebaran kuesioner 

kepada 100 responden yang terdiri dari mahasiswa, dosen, dan tenaga kependidikan. 

Hasil analisis menunjukkan seluruh dimensi SERVQUAL memiliki gap negatif, 

dengan nilai terbesar pada dimensi tangible (-1,23), reliability (-0,74), assurance (-

0,93), empathy (-0,85), dan responsiveness (-0,50), yang menandakan bahwa 

pelanggan belum merasa puas terhadap layanan yang diberikan. Melalui pemetaan 

IPA, atribut yang menjadi prioritas utama untuk ditingkatkan meliputi kelengkapan 

peralatan kebersihan (A2), keamanan barang selama proses pembersihan (D3), sikap 

ramah petugas (E4), hubungan baik dengan pelanggan (E1), penggunaan ID card (A3), 

penggunaan alat pelindung diri (A1), dan hasil pembersihan yang terlihat jelas (B2). 

Penelitian ini memberikan kontribusi dalam pengembangan evaluasi mutu pelayanan 

jasa serta menyarankan strategi peningkatan layanan seperti penyusunan daftar alat 

kebersihan standar, penerapan SOP penanganan barang, pelatihan komunikasi dan 

etika kerja, kewajiban penggunaan identitas diri, penyediaan APD lengkap, dan 

standarisasi hasil pembersihan agar layanan menjadi lebih profesional dan sesuai 

harapan pelanggan.. 

Kata Kunci : Kualitas, Layanan, Cleaning Service, Servqual, IPA 
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ABSTRACT 

 

In an increasingly competitive service industry, service quality has become a 

crucial factor in maintaining customer satisfaction and loyalty. This study aims to 

evaluate the quality of cleaning services provided by PT. XYZ operating at Universitas 

Muhammadiyah Gresik, using the Service Quality (SERVQUAL) and Importance 

Performance Analysis (IPA) methods. SERVQUAL is applied to measure the gap 

between customer expectations and perceptions, while IPA is used to identify service 

attributes that should be prioritized for improvement. Data were collected through 

questionnaires distributed to 100 respondents, consisting of students, lecturers, and 

administrative staff. The analysis results indicate that all SERVQUAL dimensions 

show negative gaps, with the highest in tangible (-1.23), followed by assurance (-0.93), 

empathy (-0.85), reliability (-0.74), and responsiveness (-0.50), indicating that 

customers are not yet satisfied with the services provided. Based on IPA mapping, 

several service attributes were identified as top priorities for improvement, including 

the completeness of cleaning equipment (A2), the safety of items during the cleaning 

process (D3), the friendliness of staff (E4), maintaining good relationships with 

customers (E1), the use of visible ID cards (A3), the use of proper personal protective 

equipment (A1), and the visibility of cleaning results (B2). This study contributes to 

the development of service quality evaluation and provides strategic recommendations 

for service enhancement, such as creating a standard list of cleaning tools, 

implementing SOPs for item handling, providing communication and ethics training, 

enforcing the use of identification, supplying complete PPE, and establishing 

measurable cleaning outcome standards to ensure professional and customer-oriented 

service delivery. 

Keywords : Quality, Service, Cleaning Service, Servqual, IPA 

 

  


