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ABSTRAKSI

Bengkel Carfix Solo merupakan perusahaan yang bergerak dibidang jasa perbaikan
kendaraan mobil dan penjualan suku cadang. Setiap perusahaan, baik perusahaan
jasa atau industri harus memberikan kualitas pelayanan, Penelitian ini bertujuan
mengidentifikasi dimensi kualitas pelayanan dan Net Promoter Score, menghitung
dimensi kualitas pelayanan dan menghitung nilai Net Promoter Score di Carfix
cabang Solo dan Memberikan usulan perbaikan terhadap dimensi kualitas
pelayanan. Metode yang digunakan adalah metode Service Quality dan Net
Promoter Score. Service Quality digunakan untuk menghitung nilai variabel nilai
kepuasan pelanggan dan mengetahui nilai kualitas pelayanan. Net Promoter Score
yang berguna untuk mengetahui seberapa besar nilai rekomendasi bengkel terhadap
orang lain. Berdasarkan penelitian dimensi dimensi kualitas pelayanan bernilai
negatif pada dimensi Tangible (Bukti Fisik) gap —0.08, Reliability (Keandalan) gap
-0.023, Responsiveness (Daya Tanggap) gap -0.097 , Assurance (Jaminan) gap -
0.109 , Emphaty (Rasa Peduli) gap -0.082 Perhitungan Net Promoter Score yang
didapat yaitu sebesar 43. Perbaikan yang dilakukan seperti Kejelasan biaya servis
kendaraan, penerapan pola senyum, salam dan sapa , meningkatkan pengetahuan
tentang kondisi kendaraan, meningkatkan komunikasi antar mekanik, menyambut
pelanggan yang datang dengan ramah , seperti menyediakan informasi yang mudah
dipahami , memberikan perhatian kepada pelanggan, perawatan fasilitas fisik
dilakukan secara teratur, semua karyawan harus handal dalam melayani pelanggan
dan mengurangi pekerjaan yang tidak perlu.

Kata Kunci: Kualitas Pelayanan, Kepuasan pelanggan, Net Promoter Score
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Abstract

Solo Carfix Workshop is a company engaged in auto repair services and sales of
spare parts. Each company, whether service company or industry, must provide
quality service. This study aims to identify the dimensions of service quality and the
Net Promoter Score, calculate the dimensions of service quality and calculate the
Net Promoter Score at Carfix Solo branch and provide suggestions for
improvements to the dimensions of service quality. The method used is the method
of Service Quality and Net Promoter Score. Service Quality is used to calculate the
variable value of customer satisfaction values and determine the value of service
quality. Net Promoter Score which is useful for knowing how much the value of the
repair shop recommendations to others. Based on the research, the dimensions of
service quality dimensions are negative in the Tangible dimension (Physical
Evidence) gap - 0.08, Reliability (Reliability) gap -0.023, Responsiveness
(Responsiveness) gap -0.097, Assurance (Guarantee) gap -0.109, Emphaty (Care)
gap -0.082 Calculation of the Net Promoter Score obtained is 43. Repairs made
such as clarity of vehicle service costs, application of smile patterns, greetings and
greetings, increasing knowledge of vehicle conditions, improving communication
between mechanics, welcoming customers who come in a friendly manner, such as
providing information easy to understand, pay attention to customers, maintenance
of physical facilities is carried out regularly, all employees must be reliable in
serving customers and reduce unnecessary work.

Keywords: Service Quality, Customer Satisfaction, Net Promoter Score
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