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ABSTRAK

KUALITAS LAYANAN PT.PEGADAIAN (PERSERO) UNIT PEMBANTU
CABANG (UPC) PLAOSAN MAGETAN

AKBAR HISBULLOH

F3513007

Metode penelitia Deskriptif, yaitu memaparkan
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ABSTRACT
QUALITY OF SERVICE PT.PEGADAIAN (PERSERO) UNIT
PEMBANTU CABANG (UPC) PLAOSAN MAGETAN

AKBAR HISBULLOH

F3513007

The purpose of writing this thesis is to measure the quality of service
PT.Pegadaian UPC Plaosan to improve customer satisfaction.

The research method used was descriptive, which describes a particular
characteristic of a phenomenon. The data used are primary data. Primary data was
collected through questionnaires and direct observations with the UPC Customer
Pawnshop Plaosan and from the company.

The results will be compared between the quality provided by the
company with customers expect. Based on the results of the study showed that the
quality of service Pegadaian UPC Plaosan category Pretty good, it is visible from
a good assessment of the Customer about Hygiene offices, physical condition,
service employees were given, security and attention span as well as the provision
of clear information with full hospitality, only the results of research that is less
than satisfactory is the physical form of the office less, judging by the results of
the questionnaire. The quality perceived by the customer have an impact on the
Customer wishes to return even recommend to others as well as the presence of
good quality in the provision of credit services, raise customer satisfaction.

Keywords: Quality of Service, Excellent Service
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