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Abstract  
Plasa Telkom is a service that is fully managed by us or in cooperation with partners is provided to serve the 
customers / potential customers are serviced directly (face to face) with a wide range of possibilities, both 
recognize the need for all information related to our services and products for the fulfillment of the product 
itself. Plasa is a facility walk-in customer service points where customers can obtain a variety of information 
products and services, including billing, payment, suspension of subscriptions, promotions until the 
grievance. Among the types of serv phone bill payment, payment of the new post, a new plug / mutation, 
disorders, and others. Indihome product (phone, internet on fiber or high speed internet and cable useetv). 
Here the author will discuss about the quality of service on the plaza Telkom Majalengka through fuzzy 
method.  
Dimensions that will be discussed is the reliability (reliability), responsiveness (responsiveness), assurance 
(assurance), empathy (empathy), and evidence (tangibles). In order to determine each of these dimensions 
with fuzzy measurement. 
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Introduction 

Service quality is a capital that can describe the condition of customers by comparing the service 

they expect with what they receive in evaluating quality. Good service quality is one of the 
important factors in creating customer loyalty. Service can be said to be good or quality if the 
services provided by a company can satisfy its customers. Therefore, a quality service can be said 

to be of high quality which will make customers feel satisfied with the services that have been 
provided by the company so that it can directly make consumers loyal and will remain loyal to the 
company. 

Quality can be seen as a weakness or improvement of consumer response. Consumer expectations 
can vary from one consumer to another even though the service provided remains the same or 
consistent. Good service to customers and quality levels can be achieved consistently by improving 

services and paying special attention to service performance standards, both internal service 
standards (work systems, service methods, costs) and external service standards (how to always 
be consistent in order to get expectations). consumer). Service is the key to success in any service 

business or country. Its role will be decisive if in service activities in the community there is 
competition in an effort to seize services or people who need them. Based on the data above, most 
of the complaints experienced by customers are the internet. These include slow internet, 

disconnects, and other complaints. As for the phone, there are errors, interruptions, dead, can't 
receive and other complaints. The number of complaints that have been resolved is 395. And that 
includes various aspects of the internet, telephone, UseeTv, and modems. The rest are still in 

progress. The complaint data is from January – March 2016. Internet complaints still dominate 
among other complaints. The number of complaints until March 2016 that entered Plasa Telkom 

Majalengka was around 462.  

Therefore, the author wants to find out through this research. After being explained above, it turns 
out that there are still many written complaints. therefore the authors took the title of the research 

"INFLUENCE OF SERVICE QUALITY ON CUSTOMER SATISFACTION AT PLASA TELKOM 
MAJALENGKA". The aim is to know the quality of service and its effects on customer satisfaction 
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through this research. And hopefully through this research there will be changes for the better for 
Plasa Telkom Majalengka in the future. 

Research methods 

Field observation 

The initial stage is field observation. The research was carried out at Plasa Telkom Majalengka by 

conducting direct observations in the field according to the conditions at that time. 

Literature review 

At this stage, various documentations, research results, and theories are collected which are 

directed to obtain research concepts related to the existing problems as a basis for further 
research stages. 

Identification of problems 

Limitation of the problem is one way so that a study does not deviate far from its original 
purpose.Perumusan Masalah  

Formulation of the problem 

This research is structured based on the description in chapter I regarding the background of the 
problem. Problem formulation is an attempt to formulate or find the core of the problem to be 
solved in a study, from a phenomenon that exists in the world of society, systematically based on 

existing theories. 

Determination of Research Objectives and Benefits 

Determination of research goals and benefits needs to be done before research because these 

goals and benefits can provide direction for researchers to achieve the desired goals. The 
objectives and benefits of the research itself are obtained based on the results of the previous 

research problem formulation stage, which essentially is an attempt to find answers to the 
questions that are the core problems in the research. 

Service Quality Attribute Data Collection (Questionnaire) 

Design Data collection techniques show how the steps taken to collect data to be used in research. 

Withdrawal of Conclusion 

From testing the data regarding the adequacy, reliability and validity of the data, as well as from 

processing data regarding the customer satisfaction index number using the fuzzy-servqual method 
and then fuzzification to get a single value, then an analysis will be carried out to answer the 
questions that are the core problems in the study. 
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Results and Discussion 

Data processing 

Data Sufficiency Test with Total Defective Data 

The questionnaires that the author distributed were 52. And only 50 were declared eligible, due to 

2 defective questionnaires. So that only 50 questionnaires were declared eligible. So

 
By using a significance level of 95% (from the normal distribution table, the value of Z = 1.6 and 

an error value of 5%, the above formula can calculate the desired minimum number of samples 

(n), 

that is : 

 
 

Then N = 39.32 respondents, because 52 respondents so that 52 39.32 then the number of 

samples is accepted. 

From the calculation above, it appears that the minimum sample that must be met is 39 

respondents. In this study, a formal sample of 52 respondents was used so that the questionnaire 

distributed had met the calculated sample. 

 

Respondents Overview 

Table 4.4.1 Respondents by Gender Group 

 
 

Based on the table above, the female respondent group is 33 people with a percentage of 

66% and the male group is 17 people with a percentage of 34%. 
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Table 4.4.2 Respondents by Age Group 

 
Based on the table above, the group of respondents aged between 30-39 years is more than 

18 people with a percentage of 36%. And the other groups are 16 people aged 40-49 years, 20-29 

years old 11 people, and finally at least 5 people aged 50 and over.  

 

Table 4.4.3 Respondents by Education Group 

 
 

 

 

 

 

 

 

 

 

Based on elementary education 0%, Middle School 5 people 10%, SMA 19 people 38%, 

Academic 7 people 14%, and College 19 people 38%. 
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Table 4.4.4 Respondents by Occupational Group 

 
Based on the work of students 6 people 12%, Farmers 3 people 6%, Entrepreneurs 11 

people 22%, Private employees 7 people 14%, PNS 13 people 26%, TNI/POLRI 4 people 8%, and 

others who are not included in the job list that is 6 people 12%. 

 

Table 4.4.5 Respondents by Income Group 

 
Based on income < 500,000 1 person 2%, 500,000 – 1,000,000 4 people 8%, 1,000,000 – 

1,500,000 10 people 20%, 1,500,000 – 2,000,000 15 people 30%, and > 2,000,000 20 people 

40%. 

 

Validity test 

The purpose of testing the validity of this data is to determine the accuracy of the questionnaire 

distributed. In testing the validity of the data, it is done by comparing the calculated r value with 

the r table value. 

  

In this study, the validity of all questionnaire results was tested with the help of SPSS 16.00 

software. With the number of questionnaires as many as 52 defects 2 then df = 52 – 2 = 50; = 

5%, then the rtable is 0.279. (see r Table in appendix). 
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The criteria for a data can be declared valid if (r Count r Table). 

The results of the calculation of the validity of the data as shown in the table as follows: 

 

Table 4.5.1.2 Validity Test Calculation Results 
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Reliability Test 

To test the accuracy of the measurement results of the questionnaire, a reliability test was carried 

out. A test instrument is said to have a level of confidence if the test gives the right results. The 

magnitude of the best reliability is 1 and the worst is 0. The greater the value obtained, the more 

reliable the attribute. If the calculation is not reliable, it is necessary to review the preparation of 

the questionnaire. The criteria for a data can be declared reliable if (α Calculate Table). The results 

of processing the complete reliability test can be seen below: 

 

Table 4.5.2.1 Reliability Test Calculation Results 
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Conclusion 

From the research/discussion that has been done in the previous chapter, it can be concluded that: 
 

Table 6.1 the results of the scores on each dimension

 
 
After being compared based on the table above, the responsiveness dimension is the one with the 
least score, namely 3,975. Thus, it is still below the good standard score (4). And this dimension 

by the Plasa Telkom Majalengka must be evaluated and improved. Because the respondents 
assessed that the dimensions still have shortcomings, namely the responsiveness and speed of 
field officers in resolving customer complaints. 

 
 

Reference 

Yudha, Kartika Ariawira, 2014, “Analisis Kualitas Pelayanan pada Pelanggan P.T 

Telkom Yogyakarta”. Tugas Akhir, Manajemen Pemasaran D III Universitas Negeri Yogyakarta. 

Nur, Latiafah Nova Rina. 2010. Skripsi “Pengaruh Kualitas Pelayanan Customer Service terhadap 
Loyalitas Pelanggan pada Plasa Telkom Kandatel Yogyakarta”. 

Program Studi Ilmu Komunikasi Fakultas Ilmu Sosial dan Humaniora Universitas Islam Negeri 

Sunan Kalijaga Yogyakarta. 

Nurdiyanto, Dodik Fredo. 2008. Skripsi “Usaha Peningkatan Kualitas Pelayanan dengan Pendekatan 
Fuzzy dan Metode Service Quality pada Pusat Perbelanjaan 



JMM:  

Journal of Mechanical and Manufactur 
[Vol. x, No. x, Bulan, Tahun, pp. xx-xx] 

 

 

53 

Assalam Hypermarket”. Jurusan Teknik Industri Fakultas Teknik Universitas Muhammadiyah 
Surakarta. 

Dhypalonika, Mesha Rio .2012. Skripsi ”Kualitas Pelayanan Customer Service kepada Pelanggan di 

Plasa Telkom Sidoarjo”. Program Studi Ilmu Administrasi Negara Fakultas Ilmu Sosial dan 
Ilmu Politik universitas Pembangunan Nasional “Veteran” Jawa Timur 

Olfa, Maria. 2005. Skirpsi “Peningkatan Kualitas Pelayanan Jasa Kesehatan di Instalasi Rwat  Inap 

dengan menggunakan  Metode Servqual – Fuzzy (Studi Di Rumah Sakit Umum Daerah 
(RSUD) Jombang”). Jurusan Teknik Industri Fakultas Teknologi Industri Universitas 

Pembangunan Nasional “Veteran” Jawa Timur. 

 


