/N )

PRESIDENT
UNIVERSITY

CUSTOMER SATISFACTION ANALYSIS OF WARUNG
DADAR BREDAR USING SERVQUAL METHOD: SERVICE
PERFORMANCE AT THE WARUNG LOCATION

UNDERGRADUATE FINAL PROJECT

Submitted as one of the requirements to obtain

Sarjana Teknik (S.T.)

By:

Muhammad Khrisna Hidayatullah
ID 004201800005

FACULTY OF ENGINEERING
INDUSTRIAL ENGINEERING STUDY PROGRAM
CIKARANG

MAY 2025



SIMILARITY CHECKING RESULT

Final Project Khrisna.docx

ORIGINALITY REPORT

14, 13« 6%«

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS

O

STUDENT PAPERS

PRIMARY SOURCES

[
4]

repository.president.ac.id

Internet Source

digilib.esaunggul.ac.id

Internet Source

eprints.umm.ac.id

Internet Source

hdl.handle.net

Internet Source

mapindo.ejurnal.info

Internet Source

fekbis.repository.unbin.ac.id

internet Source

eprints.nottingham.ac.uk

internet Source

id.123dok.com

Internet Source

repository.unja.ac.id

internet Source

researchspace.ukzn.ac.za

Internet Sourca

elibrary.tucl.edu.np

Internet Source

2%

1w
<T%
<7y
<T%
<7
<1%
<74
<74
<T%

<T%

Rommel Velastegui-Hernandez, Diego Melo- <1 %

Fiallos, Maria Mayorga-Ases, Segundo

Hernandez-Del-Salto et al. "Perceived Quality
of Service in Tourist Transportation in the City

of Banos de Agua Santa, Ecuador”,
Sustainability, 2024

Publication

etd.uum.edu.my

Internet Source



Al BASED PLAGIRISM CHECKING RESULT

@ GPTZero Version 2025-06-02-bastCUSTOMER SATISFACTION ANALYSIS OF WARUNG DADAR B

Al Report
We predict this text is

Human Generated

Al Probability Plagiarism

0%

This number is the probability that the document The plagiarism scan was not run for this docu-
is Algenerated, not a percentage of Al textin the ment. Go to aptzero.me to check for plagiarism.

document.



ABSTRACT

The study is to know the level of customer satisfaction and the factors of servqual method at
Warung Dadar Bredar. The researcher analyzes the level of customer satisfaction with servqual
method then evaluate and identify the influence of factors by servqual dimension. The method
is using Servqual method consists of five dimensions of servqual: Tangibles, Reliability,
Assurance, Empathy, Responsiveness. Surveys and observations were used to collect data from
customers who has ever visited. A pilot questionnaire was distributed, followed by validity and
reliability tests. The expectation score, perception score and the servqual gap are collected. After
collecting data, calculations, analysis, and the result were conducted. The results indicate that
customer satisfaction at the Warung Dadar Bredar has achieved and not achieved due to a
difference between customer expectations and perceptions, with Tangible dimension -0.09,
Responsiveness dimension gap -0.06, Empathy dimension -0.02, Reliability dimensions -0.20
and Assurance dimension -0.05 with an average Servqual score of -0.08 and an actual average
score of 98%. There is a gap between customer expectations and perceptions across various
dimensions of service. The result affects satisfaction, while responsiveness shows some services
need improvement. Reliability has a significant gap. Some services exceed expectations, while

others need enhancements.

Keywords: Customer Satisfaction, Likert Scale, Servqual Model, Service Quality
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