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ABSTRAK 
 

Penelitian ini menganalisis kualitas layanan terhadap kepuasan pelanggan di Toko Sun 

Miracle, Cilacap, yang mengalami fluktuasi pendapatan signifikan dan diduga 

memiliki permasalahan pelayanan. Tujuan dari penelitian ini adalah mengidentifikasi 

Tingkat kepuasan pelanggan, strategi peningkatan layanan, dan faktor penyebab 

penurunan pendapatan. Menggunakan metode kuantitatif dengan 100 responden 

pelanggan melalui kuisioner SERVQUAL, wawancara, dan analisis data penjualan, 

data diolah menggunakan metode Customer Satisfaction Index (CSI) dan Potential 

Gain in Customer Value (PGCV) setelah melalui uji validitas dan reliabilitas. Hasil 

CSI menunjukkan tingkat kepuasan 5.035% (Tidak Puas). Atribut A2 “Kesopanan dan 

keramahan karyawan” serta RS2 “Infoemasi produk oleh karyawan” teridentifikasi 

sebagai prioritas utama perbaikan berdasarkan nilai PGCV tertinggi. Akar masalah 

meliputi kurangnya pelatihan karyawan, SOP yang belum baku, dan sisrem evaluasi 

kinerja yang tidak efektif. Penelitian ini merekomendasikan Action Plan terperinci 

untuk meningkatkan area-area tersebut guna mendorong loyalitas pelanggan dan 

stabilitas pendapatan toko. 

Kata Kunci : Kualitas Layanan, Kepuasan Pelanggan, Customer Satisfaction Index 

(CSI), Potential Gain in Customer Value (PGCV), Penurunan Pendapatan, Toko Sun 

Miracle. 



xvi 

 

ABSTRACT 

 
This study analyzes service quality and customer satisfaction at Sun Miracle Store, 

Cilacap, which faces significant revenue fluctuations and suspected service issues. The 

objective is to identify customer satisfaction levels, service improvement strategies, and 

factors contributing to revenue decline. Employing a quantitative method with 100 

customer respondents through SERVQUAL questionnaires, interview, and sales data 

analysis, data were processed using the Customer Satisfaction Index (CSI) and 

Potential Gain in Customer Value (PGCV) after validity and reliability test. Result 

indicate a CSI ofn 5.035% (dissatisfied). Attributes A2 “Employee courtesy and 

friendliness” and RS2 “Employee coutesy and friendliness” were identified as top 

priorities for improvement based on their highest PGCV scores. Root causes include 

insufficient employee training, inadequate standard operating procedures (SOP), and 

ineffective performance evaluation systems. This research recommends detailed action 

plans to enhance these areas, aiming to boots customer loyalty and stabilize the store’s 

revenue. 

Keywords : Service Quality, Customer Satisfaction, Customer Satisfaction Index (CSI), 

Potential Gain in Customer Value (PGCV), Revenue Decline , Sun Miracle Store. 
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