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Fadhiyah Jayanti Jayusman. 170301149, Laba Pedagang Dalam Perspektif 

Kualitas Pelayanan  (Studi Warung Kopi Di Kecamatan Cerme Gresik), 

Manajemen, Fakultas Ekonomi, Universitas Muhammadiyah Gresik, 2021. 

 

 

Abstraksi 

 

 

Penelitian ini bertujuan untuk mengetahui perolehan laba pedagang warung kopi 

melalui kualitas pelayanan dalam menghadapi kafe diKecamatan Cerme. 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 warung dan kerapian warung. Perolehan laba 

dengan memperhatikan dimensi reability disebabkan dari penerapkan pelayanan yang 

cepat dan teliti. Perolehan laba dengan memperhatikan dimensi responsivness 

disebabkan dari pemenuhan permintaan pelanggan, dan pemberitahuan produk. 

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, dan memberikan insentif. 

 

Kata kunci : Laba, Warung kopi, Kafe, Kualitas Pelayanan 

 

 

 

 

 

  



 

xiii 
 

Fadhiyah Jayanti Jayusman, 170301149, Profit from coffe shop Traders Through 

Service Quality In Facing cafe In Cerme District, Management, Faculty of Economics, 

University of Muhammadiyah Gresik, 2021.  

 

Abstract 

 

The study aims to determine the profit of coffe shop traders through service quality in 

dealing with cafe in Cerme District. 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 profit gain by paying 

attention to the tangible dimension was caused by the cleanliness of the store and the 

neatness of the store. Earnings profit by paying attention to the dimension of reliability 

is caused by the application of fast and thorough service. Profit gain by taking into 

account the responsiveness dimension is caused by fulfilling customer requests, and 

product notifications. Earnings profit by paying attention to the assurance dimension is 

caused by inspection of goods, price stability, honesty, courtesy, truthfulness and 

patience. Earning profits by paying attention to the dimension of empathy is caused by 

rebuking greetings, staying in touch, joking, tolerant, and providing incentives. 
 

Keywords: Profit, coffe shop, cafe, Service Quality. 
 


