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ABSTRAK 

DEVI YULIANINGRUM,1542010076, ANALISIS FAKTOR-FAKTOR YANG 

DIPERTIMBANGKAN  KONSUMEN TERHADAP KUALITAS 

PELAYANAN PT. GARUDA INDONESIA (Studi Kasus Pengguna Jasa PT. 

Garuda Indonesia Tbk, Cabang Surabaya) 

Tujuan dari penelitian ini adalah untuk menganalisis Faktor-Faktor Yang 

Dipertimbangkan Konsumen Terhadap Kualitas Pelayanan PT. Garuda Indonesia 

Tbk, Cabang Surabaya) melalui pengukuran dimensi kualitas yaitu meliputi: 

Tangible, Emphaty, Responsivness, Reliability dan Assurance. 

Populasi penelitian ini adalah konsumen yang telah menggunakan jasa 

penerbangan PT. Garuda Indonesia Tbk, Cabang Surabaya. Penelitian ini 

menggunakan sampel sebanyak 100 responden. Teknik pengambilan sampel yang 

digunakan adalah teknik incidental sampling. Adapun klasifikasi karakter responden 

yaitu seperti umur, jenis kelamin dan pekerjaan. Dalam hal ini menggunakan variabel 

latent dan variabel manifest yang telah di matrix. Teknik analisis yang digunakan 

adalah teknik analisis faktor eksploratory. 

Pada perhitungan hasil akhir analisis faktor dengan memasukkan variabel 

manifest dan menghasilkan variabel tetap yaitu fasilitas, brosur dan soufenir menarik, 

pemahaman kebutuhan spesifik, kesabaran dan keramahan pegawai, kejelasan 

informasi, ketepatan pelayanan, ketepatan waktu, kesesuaian pelaksanaan, 

kenyamanan, desain interior kantor dan pesawat, kerapian tapilan pegawai, tidak 

diskriminatif, kecepatan pelayanan, kesediaan membantu, tanggap keluhan, jaminan 

asuransi dan legalitas, kepedulian, kecermatan petugas, keahlian pegawai, perhatian, 

rasa aman data akurat dan jelas serta kepercayaan. Didapat bahwa nillai KMO dan 

Measure of Sampling  Adeqency (MSA) telah memenuhi syarat. Berdasarkan analisis 

faktor dengan menggunakan rotasi (varimax) diperoleh 5 faktor pembentuk yang 

baru. 

Kata kunci: Kualitas Pelayanan, Faktor yang Dipertimbangkan, Analisis Faktor, 

Garuda Indonesia. 
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ABSTRACT 

DEVI YULIANINGRUM, 1542010076, ANALYSIS OF CONSUMER 

FACTORS CONSIDERED TO THE QUALITY OF SERVICE OF PT. 

GARUDA INDONESIA (Case Study of Service Users of PT Garuda Indonesia 

Tbk, Surabaya Branch) 

The purpose of this study is to analyze the Factors Considered by Consumers 

on Service Quality of PT. Garuda Indonesia Tbk, Surabaya Branch) through 

measurement of quality dimensions which include: Tangible, Emphaty, 

Responsivness, Reliability and Assurance. 

The population of this study is consumers who have used flight services PT. 

Garuda Indonesia Tbk, Surabaya Branch. This study used a sample of 100 

respondents. The sampling technique used is incidental sampling technique. The 

classification of the respondent's characters, such as age, gender and occupation. In 

this case use the latent variable and manifest variable that has been in the matrix. The 

analysis technique used is exploratory factor analysis technique. 

In calculating the final results of factor analysis by entering the manifest 

variable and producing a fixed variable, namely facilities, brochures and interesting 

soufenir, understanding of specific needs, patience and friendliness of employees, 

information clarity, service accuracy, timeliness, suitability of implementation, 

comfort, office interior design and aircraft , neatness of employees, not 

discriminatory, speed of service, willingness to help, responsiveness of complaints, 

insurance guarantees and legality, concern, accuracy of officers, expertise of 

employees, attention, security of accurate and clear data and trust. It was found that 

the value of KMO and Measure of Sampling Adeqency (MSA) had met the 

requirements. Based on factor analysis using rotation (varimax), 5 new forming 

factors were obtained. 

Keywords: Service Quality, Factors Considered, Factor Analysis, Garuda Indonesia 
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