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ABSTRAK

ADELLIA AMMERTIA CAHYANI. 18041010146. PELAYANAN PARKIR
DI KAWASAN WISATA JALAN TUNJUNGAN KOTA SURABAYA

Penelitian ini bertujuan untuk mengetahui mendeskripsikan secara mendalam
tentang Kualitas Pelayanan Parkir Di Kawasan Wisata Jalan Tunjungan Kota
Surabaya. Metode Penelitian ini mengunakan metode deskriptif kualitatif. Data
yang diperoleh melaui observasi, wawancara dan dokumentasi. Penelitian ini
menggunakan teori kualitas pelayanan yaitu keandalan (reability), daya tanggap
(responsiveness), jaminan (assurance), empati (empathy), bukti fisik (tangibles).
Hasil penelitian ini menunjukkan bahwa dari lima indikator kualitas pelayanan
yang dianalisis, terdapat beberapa indikator yang telah diterapkan dengan baik,
antara lain dimensi daya tanggap (responsiveness), jaminan (assurance), empati
(empathy), dan bukti fisik (fangibles), seperti indikator terkait kecepatan petugas
dalam melayani serta penerapan sikap sopan dan ramah kepada pengguna jasa.
Namun demikian, masih terdapat indikator yang belum sepenuhnya diterapkan
secara optimal, yaitu pada dimensi keandalan (reliability), khususnya terkait
ketersediaan informasi secara tertulis mengenai prosedur pelayanan. Oleh karena
itu, diperlukan upaya perbaikan dan peningkatan agar seluruh indikator kualitas
pelayanan dapat terpenuhi dengan baik sesuai dengan standar yang telah ditetapkan.

Kata Kunci: Pelayanan Publik, Pelayanan Parkir



ABSTRACT

ADELLIAAMMERTIA CAHYANI. 18041010146. PARKING SERVICES IN
THE TOURIST AREA OF TUNJUNGAN STREET SURABAYA CITY

This research aims to provide an in-depth description of the Quality of
Parking Services in the Tunjungan Street Tourist Area of Surabaya City. This
research uses a qualitative descriptive method. Data obtained through observation,
interviews, and documentation. This research uses the service quality theory, which
includes reliability, responsiveness, assurance, empathy, and tangibles. The results
of this study indicate that out of the five analyzed service quality indicators, several
have been well implemented, including the dimensions of responsiveness,
assurance, empathy, and tangibles, such as indicators related to the speed of service
personnel and the application of polite and friendly attitudes towards service users.
However, there are still indicators that have not been fully optimally implemented,
particularly in the dimension of reliability, especially regarding the availability of
written information on service procedures. Therefore, efforts for improvement and
enhancement are needed so that all service quality indicators can be met well
according to the established standards.

Keywords: Public Service, Parking Service



