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ABSTRAK

FamilyMart Tunjungan Surabaya merupakan salah satu convenience store
dengan adanya konsep cafe. FamilyMart cabang Tunjungan Surabaya terletak di
pusat kota dan kawasan komersial, sehingga memiliki potensi pelanggan yang
tinggi. Namun, cabang ini memperoleh rating rendah sebesar 2,5 dari 5, lebih
rendah dibandingkan cabang lainnya di Surabaya. Berdasarkan permasalahan
tersebut dilakukan peningkatan kualitas pelayanan terhadap kepuasan pelanggan
dengan menggunakan metode Service Quality dan Kano Model. Penelitian ini
bertujuan untuk mengetahui kualitas pelayanan terhadap kepuasan pelanggan dan
memberikan usulan perbaikan guna meningkatkan kualitas pelayanan FamilyMart
Tunjungan Surabaya. Hasil analisis menggunakan Service Quality menunjukkan
bahwa kualitas pelayanan sebesar 0,78, yang berarti pelayanan belum memenuhi
harapan pelanggan. Melalui Kano Model, atribut pelayanan diklasifikasikan ke
dalam kategori Must Be, One Dimensional, Attractive, dan Indifferent. Hasil
analisis kedua metode tersebut menunjukkan bahwa terdapat 11 atribut perlu
dipertahankan dan 9 atribut yang harus ditingkatkan pelayanannya. Adapun
beberapa usulan perbaikan yang disarankan diantaranya adanya variasi menu yang
berganti setiap periode, adanya sistem pengaduan yang mudah diakses, menambah
jumlah karyawan atau petugas kebersihan, dan menerapkan budaya kerja yang

menekankan perilaku senyum, sapa, salam, sopan, dan santun.

Kata Kunci : Kano Model, Minimarket, Kepuasan Pelanggan, Kualitas Pelayanan,

dan Servqual.
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ABSTRACT

FamilyMart Tunjungan Surabaya is one of the convenience stores with a
cafe concept. FamilyMart Tunjungan Surabaya branch is located in the city center
and commercial area, so it has high customer potential. However, this branch
received a low rating of 2.5 out of 5, lower than other branches in Surabaya. Based
on these problems, an improvement in service quality is carried out to customer
satisfaction by using the Service Quality method and the Kano Model. This study
aims to determine the quality of service to customer satisfaction and provide
suggestions for improvements to improve the quality of service FamilyMart
Tunjungan Surabaya. The results of the analysis using Service Quality show that
the quality of service is 0.78, which means that the service has not met customer
expectations. Through the Kano Model, service attributes are classified into Must
Be, One Dimensional, Attractive, and Indifferent categories. The results of the
analysis of the two methods show that there are 11 attributes that need to be
maintained and 9 attributes that must be improved. The suggested improvements
include a variety of menus that change every period, an easily accessible complaint
system, increasing the number of employees or cleaners, and implementing a work
culture that emphasizes the behavior of smiles, greetings, salutations, politeness,

and courteous.

Keywords : Customer Satisfaction, Convenience Store, Kano Model, Service

Quality, and Servqual.
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