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INTISARI

Tujuan dari penelitian ini adalah untul( mengetahui perbandingan tingkat
penepsi konsumen terhadap kualitas Qmcei,etl quality) fiaskapai, penerbanagn
Merpati Nusantara Airlines, Adam Air dan Lion Air, Variabel yang digunakan
mengacu pada lima dimensi kualitas jasa menurul Zeithmal yaiin: reliabilily,
responsiveness, assurance, etuphaty dsJ], tanqibles.

Subyek penelitian ini adalah konsumen/pelanggan yang menggrnakan
maskapai penerbangan Merpati Nusantara Airlines, Adam Air dan Lion Air dari
Kota Yogyakarta untuk penerbangan mereka. Tehnik pengurnpulan data diperoleh
dari penyebaran kuesioner. Analisis data dilakukan dengan diagmm cartesius yang
membandingkan tingkat kepentingan konsumen dan kineda yang dilakukan oleh
perusahaan..

Perceived quality maskapai penerbangan Merpati Nusantara Airlines
memiliki nilai 250,4180. Ini merunjukkar bahwa tingkat persepsi konsumen
terhadap kualitas maskapai penerbangan Merpati Nusantara Airlines berada pada
kategori baik. Perceired qudlity maskapai penerbangan Adam Air memiliki nilai
250,3329. Ini menunjukkar bahwa tingkat persepsi konsr:rmen lerhadap kualitas
maskapai penerbangan adam Air berada pada kategori baik. Perceived quality
maskapai penerbangan Lion Air memiliki r,rlai 234,7488 lni menunjukkan bahwa
tingkat persepsi konsumen terhadap kualitas maskapai penerbangar Lion Air berada
pada kategori baik. Dari ketiga maskapai penerbangan, jika diperbandingkan Merpati
Nusantara Airlines memiliki nilai yang paling tinggi diikuti Adam Air dan Lion Air,
meski ketiganya bemda dalam kategori baik. Untuk itu hipotes;s yang mengatakan
bahwa Merpati Nusantara Airlines, Adam Air dan Lion Air memil|ri perceived
qraltl yang baik telah terbukti.

Kata kunci: Persepsi kualitas, persepsi konsumen, pemsahaan penerbang&
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ABSTRACT

This research as a purpose for knowing ofcomparative the level ofperception
consumer to quality (perceived quality) in airlines company between Merpati
Nusantara Airlines, Adam Air and Lion Air. The used variable based on five of
service quality dimension from Zeithmal consists arc | reliability, responsiveness,
assurance, gmphaty and tangibies.

The subiect in this research is con$lmer who the use of some airlines
companies which consists are : Merpati Nusantara Airliness, Adam Air and Lion Air
from Yogyakarta city for your lines. The technique of data assembling becoming
from questioner distibution. The data analysis doing with cafiecious diagram which
compare between level consumer importance and working which doing by company.

Perceived quality airlines cornpany in Merpali Nusantara Airliness have value
250,4180. That is indicate l€vel of consruner perception to quality of lines compaly
liom Meryati Nusantara Airliness located on a good categories. Perceived quality
airlines company in Adam Air have value 250,3329. That is indicate level of
consumer perception to lines company f?om Adam Air located in a good categories.
Perceived quality airlines company in Lior Air have value 234,7488. that is indicate
the level of consuner perception to lines company f.om Lion Air located in a good
categories. From three lines company, if the comparative, so Merpati Nusantara
Airliness has the highest value, the middle of that value is Adam Air and the lowesl
is Lion Air, although three that lines company located in a good oategories. For that,
hypothesis which speaking that Merpati Nusantara Airliness, Adam Air and Lion Air
have good perceived quality are evidenced.

Key words : perceived quality, perception consumer, airlines company.
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