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MOTTO 

 

 

“Dan janganlah kamu berputus asa dari rahmat Allah, Sesungguhnya tiada 

berputus dari rahmat Allah melainkan orang orang yang kufur” 

(Qs. Yusuf : 87) 

 

“If you never try you never know” 

(Penulis 2021) 
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Abstraksi 

 

 

Penelitian ini bertujuan untuk mengetahui perolehan laba pedagang toko 

kelontong melalui kualitas pelayanan dalam menghadapi minimarket di Gresik. 

Jenis penelitian ini adalah kualitatif. Pengumpulan data melalui observasi dan 

wawancara. Tehnik analisis data pada penelitian ini menggunakan model 

interaktif,  Miles dan Huberman (1984) yaitu pengumpulan data, reduksi data, 

display data, verifikasi. Hasil penelitian ini menemukan bahwa perolehan laba 

dengan memperhatikan dimensi tangible disebabkan dari kebersihan toko dan 

kerapian toko. Perolehan laba dengan memperhatikan dimensi reability 

disebabkan dari penerapkan pelayanan delivery order dan pree order. Perolehan 

laba dengan memperhatikan dimensi responsivness disebabkan dari pemenuhan 

permintaan pelanggan, pemberitahuan produk, dan kecepatan pelayanan. 

Perolehan laba dengan memperhatikan dimensi assurance disebabkan dari 

pemeriksaan barang, kestabilan harga, kejujuran, kesopanan, apa adanya dan 

kesabaran. Perolehan laba dengan memperhatikan dimensi emphaty disebabkan 

dari menegur sapa, bersilaturahmi, bergurau, bertoleransi, memberikan insentif 

dan bersedekah. 

 

Kata kunci : Laba, Toko Kelontong, Minimarket, Kualitas Pelayanan 
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Abstract 

 

 

The study aims to determine the profit of grocery store traders through service 

quality in dealing with minimarkets in Gresik. This type of research is qualitative. 

Data collection is through observation and interviews. The data analysis 

technique in this study used an interactive model, Miles and Huberman (1984), 

namely data collection, data reduction, data display, verification. The results of 

this study found that the profit taking into account the tangible dimension was 

caused by the cleanliness of the shop and the neatness of the shop. Profits with 

due regard to the reliability dimension are due to the implementation of delivery 

order and pre-order services. Profits with due regard to the responsiveness 

dimension are caused by fulfilling customer requests, product notification, and 

service speed. Profits with due regard to the assurance dimension are due to the 

inspection of goods, price stability, honesty, politeness, as is and patience. Profits 

by paying attention to the dimension of empathy are caused by admonishing 

greetings, keeping in touch, joking, being tolerant, providing incentives and 

giving alms. 

 

Keywords: Profit, Grocery Store, Minimarket, Service Quality. 
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