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ABSTRAK

Analisis Perbedaan Persepsi Konsumen Terhadap Kualitas
Pelayanan Dalam Perspektif Islam
(Studi Pada Pasar Tradisional “Panorama” Dan Pasar Modern
“Hypermart”)
oleh Nana Aprina, NIM 2011130043.

Tujuan penelitian ini adalah untuk mengetahui perbedaan
persepsi konsumen terhadap kualitas pelayanan yaitu : dimensi
bukti langsung (tangibles), dimensi keandalan (reliability),
dimensi daya tangkap (responsiveness), dimensi jaminan
(assurance), dimensi perhatian (emphaty) di pasar Tradisional
“Panorama” dan Pasar Modern “Hypermart”. untuk menguji hal
ini, peneliti menggunakan metode kuantitatif dengan teknik
pengumpulan data primer berupa angket yang disebarkan pada
200 responden. Teknik analisis data yang digunakan adalah uji
independen sampel t-test menggunakan program SPSS versi 25.
Dari  hasil penelitian dan pembahasan ditemukan bahwa
perbedaan persepsi konsumen terhadap pelayanan terdapat pada
dimensi perhatian (emphaty) nilai signifikansi (sig-2 tailed)
sebesar 0,003 untuk variabel emphaty pada tingkat signifikansi
5% nilai tersebut signifikan karena signifikansi 0,003 > 0,05 dan
untuk dimensi tangibles, reliability, responsivenes, assurance
tidak adanya perbedaan persepsi karena nilai signifikansi lebih
besar dari 0,05. Dengan adanya penelitian ini diketahui bahwa
adanya perbedaan persepsi didimensi emphaty dan diharapkan
bisa menjadi tolak ukur utuk meningkatkan kinerja pelayanan.

Kata Kunci : Kualitas Pelayanan, Pasar Tradisional, Pasar
Modern
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ABSTRACT

Analysis of Differences in Consumer Perceptions of Service
Quality in an Islamic Perspective
(Study of the Traditional Market "Panorama” and the Modern
Market "Hypermart")
by Nana Aprina, NIM 2011130043.

The purpose of this research is to determine the
differences in consumer perceptions of service quality, namely:
the direct evidence dimension (tangibles), the reliability
dimension, the responsiveness dimension, the assurance
dimension, the empathy dimension in the traditional market
"Panorama " and the Modern Market “Hypermart”. To test this,
researchers used quantitative methods with primary data
collection techniques in the form of questionnaires distributed to
200 respondents. The data analysis technique used is an
independent sample t-test using the SPSS version 25 program.
From the results of the research and discussion it was found that
differences in consumer perceptions of service are found in the
dimension of attention (emphaty) with a significance value (sig-2
tailed) of 0.003 for the empathy variable. at a significance level of
5% this value is significant because the significance is 0.003 >
0.05 and for the dimensions of tangibles, reliability,
responsiveness, assurance there is no difference in perception
because the significance value is greater than 0.05. With this
research, it is known that there are differences in perceptions in
the empathy dimension and it is hoped that this can become a
benchmark for improving service performance.

Keywords : Service Quality, Customer Satisfaction, Traditional
Market, Modern Market
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