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ABSTRAK

Penelitian ini adalah penelitian tentang kualitas pelayanan di Barbershop
matz & co, penelitian ini bertujuan untuk meningkatkan kualitas yang dirasa belum
maksimal, pada penelitian ini akan menggunakan metode Servqual (service quality)
dan metode perbaikan Triz ( theory of inventive problem solving), pada penelitian ini
ada lima variabel yang akan di uji yaitu Reliability (kehandalan), Responsive (daya
tanggap), Assurance (jaminan), Empathy (perhatian), Tangibles (bukti fisik). Kelima
variabel tersebut akan di buat angket dan akan disebarkan pada pelanggan
Barbershop Matz & Co dan hasil dari penyebaran angket tersebut di dapati bahwa
rangking kualitas pelayanan variabel Tangibles (Bukti Fisik) dengan nilai -1,452
(pelayanan tidak memuaskan), variabel Empathy (Perhatian) dengan nilai -1,099
(pelayanan kurang memuaskan), variabel Reliability (kehandalan) dengan nilai -
0.961 (pelayanan kurang memuaskan), variabel Assurance (Jaminan) dengan nilai -
0,899 (pelayanan kurang memuaskan), variabel Responsive (Daya Tanggap) dengan
nilai -0,671 (pelayanan kurang memuaskan), dan dari perhitungan Servqual GAP
keseluruhan adalah -1,014, tingakat kepercayaan pelanggan pada Barbershop Matz
& Co adalah 67,03% ini menunjukan bahwa kualitas pelayanan di Barbershop
Matz & co tidak memuaskan dan perlu di perbaiki. Perbaikan akan dilakukan
dengan menggunakan metode Triz ( theory of inventive problem solving), terutama
untuk variabel Tangibles (Bukti Fisik) dan didapatkan solusi untuk Menambahkan
produk-produk terbaru yang berhubungan dengan fashion rambut

Kata kunci : pengukuran kualitas pelayanan, solusi perbaikan kualitas pelayanan
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ABSTRACT

This study is a research on service quality in Barbershop Matz & Co, this study aims
to improve the quality that is felt to be not maximal, in this study will use the
Servqual method (service quality) and improvement methods Triz (theory of
inventive problem solving), in this study there are five variables that will be tested,
they are Reliability, Responsiveness, Assurance, Empathy, Tangibles (physical
evidence). The five variables will be drawn up in a questionnaire and will be
distributed to the Barbershop Matz & Co customers and the results of the
questionnaire are found that the service quality ranking is Tangibles (Physical
Evidence) with a value of -1,452 (unsatisfactory service), Empathy variable with
value -1.099 (unsatisfactory service), Reliability variable (reliability) with a value of
-0.961 (unsatisfactory service), Assurance variable (Guarantee) with a value of -
0.899 (unsatisfactory service), Responsive variable (Response) with a value of -
0.671 ( service is not satisfactory), and from the calculation of Servqual GAP overall
is -1.014, the level of customer trust in Barbershop Matz & Co is that this shows that
the service quality at Barbershop Matz & co is not satisfactory and needs to be
improved. Improvements will be made using the Triz method (theory of inventive
problem solving), especially for the Tangibles variable (Physical Evidence) and
found a solution to Add the latest products related to hair fashion.

Keywords: measurement of service quality, service quality improvement solutions
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