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ABSTRAK

KUALITAS PELAYANAN KONSUMEN PADA USAHA ROCKET
CHICKEN CABANG SRUWENG DI MASA PANDEMI COVID-19

Oleh: Indah Kumalasari

Rocket Chicken adalah Perusahaan kemitraan yang bergerak di Bidang
Fast Food Restaurant, dengan produk unggulan, Fried chicken, Burger, Steak dan
Chinese food, dengan konsep menyajikan makanan yang sehat, berkualitas, halal,
dengan cita rasa yang khas, harga terjangkau bagi semua kalangan masyarakat
yang diolah dengan bumbu pilihan. Penelitian ini bertujuan untuk mengetahui
Bagaimana Strategi Meningkatkan Kualitas Pelayanan Konsumen pada usaha
Rocket Chicken Cabang Sruweng dan Bagaimana Kualitas Pelayanan Konsumen
Di masa Pandemi Pada Usaha Rocket Chicken Cabang Sruweng.

Penelitian ini menggunakan teori menurut Parasuraman, Zeithaml, dan
Berry yang berisi tentang lima unsur menentukan kualitas pelayanan antara lain
adalah Tangibel ( menunjukan tentang tempat), Responsiveness (Ketanggapan),
Reliability (Kehandalan), Assurance (Jaminan), dan Emphaty(Empati). Penelitian
ini menggunakan pendekatan kualitatif. Penelitian ini juga menggunakan Metode
deskriptif ini dapat diartikan sebagai prosedur pemecahan masalah yang diselidiki
dengan menggambaran atau melukiskan keadaan subjek atau objek penelitian
(seseorang, lembaga, masyarakat dan lain-lain) pada saat sekarang berdasarkan
fakta-fakta yang tampak atau sebagaimana adanya.

Berdasarkan hasil penelitian kualitas pelayanan konsumen pada usaha
Rocket Chicken Cabang Sruweng menggunakan lima unsur yaitu adanya Tangibel
(Berwujud), Responsiveness (Ketanggapan), Reliability (Kehandalan), Assurance
(Jaminan), dan Emphati (Empati). Sedangkan pelayanan yang digunakan pada
rocket chicken pada masa pandemi yaitu dengan penjualan melalui online.

Kesimpulan penelitian ini mengenai kualitas pelayanan konsumen pada
usaha Rocket Chicken Cabang Sruweng adalah memberikan pelayanan yang baik,
memberikan penawaran promo, memberikan perhatian keinginan konsumen,
mampu berkomunikasi dengan baik, tepat waktu pada saat melaksanakan suatu
pekerjaan.

Kata kunci: Kualitas Pelayanan, Konsumen, Rocket Chicken
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ABSTRAK

QUALITY OF CONSUMER SERVICE AT THE ROCKET CHICKEN
BRANCH SRUWENG BUSINESS DURING THE COVID-19 PANDEMIC

By: Indah Kumalasari

Rocket Chicken is a partnership company engaged in the Fast Food
Restaurant sector, with superior products, Fried chicken, Burger, Steak and
Chinese food, with the concept of serving healthy, quality, halal food, with a
distinctive taste, affordable prices for all people. prepared with selected spices.
This study aims to determine how the strategy to improve the quality of customer
service in the Sruweng branch's Rocket Chicken business and how the quality of
customer service during the pandemic at the Sruweng branch's Rocket Chicken
business.

This study uses the theory according to Parasuraman, Zeithaml, and Berry
which contains five elements that determine service quality, among others,
Tangibel (shows about the place), Responsiveness (Responsiveness), Reliability
(Reliability), Assurance (Guarantee), and Empathy (Empathy). This study uses a
qualitative approach. This research also uses this descriptive method, which can
be interpreted as a problem solving procedure that is investigated by describing
or describing the state of the subject or object of research (a person, institution,
community and others) at the present time based on the facts that appear or as
they are.

Based on the results of research on quality of customer service in the
Rocket Chicken business, Sruweng Branch, the used uses five elements, namely
the existence of Tangibel (Intangible), Responsiveness (Responsiveness),
Reliability (Reliability), Assurance (Guarantee), and Emphati (Empathy). While
the service used for rocket chicken during the pandemic is online sales.

The conclusion of this study regarding the quality of customer service at
the Rocket Chicken Sruweng branch business is to provide good service, provide
promo offers, pay attention to consumer desires, be able to communicate well, be
on time when carrying out a job.

Keywords: Service Quality, Consumers, Rocket Chicken
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