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THE STRATEGY OF EXCELLENT SERVICE TO INCREASE
CUSTOMER SATISFACTION IN BIMBINGAN BELAJAR RUMAH
PINTAR SOLUSI PURWOKERTO

Islaelatul Mukaromah
S.N. 1617401016

Management of Islamic Education
Faculty of Tarbiya and Teacher Training
State Institute of Islamic Studies (IAIN) Purwokerto

Strategy of excellent service is very needed to satisfy customer, and every
member of institution. Strategy must be realize by action as professional. In the
globalization era, many non-formal educational institutions have developed.
These developments are influenced by the quality of service implemented. Many
non-formal institutions are already well-known and have names because of their
good quality. The more institutions that are established make the competition
tighter. Rumah Pintar Solusi Purwokerto use strategy of excellent service to
complete available service that have served. There are some suggestion from the
customer add some additional program. So, strategy of excellent service must be
implemented in this situation. The institution has effort to realize a motto by a
strategy of excellent service. Cooperation between members is also very much
needed to support existing program.

In this research, research method use a descriptive qualitative method. This
research method is used to present a picture or reality that is available through a
description. The writer try to collect a facts and describe how can strategy of
excellent service can be implemented in this tutoring. In collecting data, writer
used non participant observation, semi-structured interview and documentation.

The result of research are: 1) service available; (administrator servant and
qualified teacher; 2) the facilities that support excellent service; 3) the strategy of
excellent service that adopted like the institution attempt to provide additional
services to satisfy customers with provide additional hours for daily tests,
midterms, UKK, homework consultations and majors selection counselling; 4)
analysis customer satisfaction by box suggestions that available in this tutoring
and also paper for critics and suggestion.

Keywords: strategy, excellent service and customer satisfaction



MOTTO

Talk Less Do More
Our parents are the greatest gift in a life

Patience is needed when you want to achieve a success
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CHAPTER 1
INTRODUCTION

A. Background of the Problem

Education is one of development element that has a function as a tool to
increase political awareness, social awareness, increase the number of skilled
workers and increase trained human resources. These three functions cannot
create by educational institutions whose names are schools, and therefore there
must be possible alternatives to achieve these functions, through non-formal
education. "As a basic human need" means that everyone needs education to
get extensive knowledge, good attitude in their lives, life skills to make good
relationship in their lives. These skills must be possessed, in order to be
developed in the future and survive in an ever changing environment.'

In the history of human life, education is carried out through informal
processes that are integrated in life. Human learn languages, behave, values to
become effective members in society through individuals in society. Except
informal education, humans also know education outside of school that called
non-formal education.

Non-formal education is a necessary, because every country in the world
must be a group that need service education before they enter to school, after
they go out from their school, or when they have chance to enjoy learning in
the school. Before they enter to the school, we know it by kinder garden
education. For those who have completed school, education is carried out to
increase knowledge or skills to keep abreast of the times, both in the work
world or not. For those who do not have the opportunity to go to school,
education is needed to replace it with equal education, so they can survive. For
those who are still in school, education serves to supplement or increase certain
knowledge and skills. All of these learning necessary are useful for improving

their skills in order they can overcome life's difficulties or can overcome

" M. Saleh Marzuki, Pendidikan Nonformal: Dimensi dalam Keaksaraan Fungsional,
Pelatihan dan Andragogi (Bandung: Remaja Rosdakarya, 2010), p. 95-97.



environmental challenges, both the physical and social environments.

In the globalization era, society demand an increasing quality of
performance through excellent service. Organization has employed best
strategies to provide higher quality of product and service to rise their customer
satisfaction. Good service must fulfill standard of service determined or more
than standard. This best service will increase competitiveness each institution.
Service are dignified as complex because it is unlike from physical goods, it is
more critical to define them, but service concept is an vital part of the strategic
advantage following processes of service design, service growth and service
improvement. 3

Developing excellent service is one part of effort to give briefing
creativities of the company. Excellent service must be support by quality of
human resource that can developing the strategy of excellent service. Skill,
attitude and motivation are part effort supporting excellent service. So, strategy
of excellent service will be successful when every element can work together
as good as possible.”

As one of the non-formal institution in education, Bimbingan Belajar or
in English is“tutoring”must give excellent service for the customer service.
Related from this thing, manager have to do some effort for increasing quality
of service. It can be trough the strategy of excellent service. In this era, a lot of
non-formal institution compete each other to satisfy their customer, both of
service quality or service provided. For example in this Bimbingan Belajar
Rumah Pintar Solusi give a service excellent as like in their motto
“kekeluargaan” and “mudengin”. the reason is to give best service and
fulfillment customer in order they get satisfy and feel comfortable to learning

in non-formal institution. The main thing priority is about customer satisfaction

2 Saleh Marzuki, Pendidikan Nonformal: Dimensi dalam Keaksaraan Fungsional,
Pelatihan, dan Andragogi (Bandung: Remaja Rosdakarya, 2010), p. 106.

3 Asmina et.al, Examining The Relationship Between Service Excellence and Customer
Delight: Mediating Role Oof Customer Satisfaction,
file:///D:/MPI/FILE%20SKRIPSI/donload/bab%?201..pdf accessed on 10 January 2020.

* Ratna Suminar and Mia Apriliawati, Pelayanan Prima Pada Orang Tua Siswa di Sempoa
SIP TC Paramount Summarecon, Journal Sekretari, Vol. 4, No. 2, June 2017, p. 1-4.




in order they can survive, compete and dominate the market. Besides, the
leader must have big effort to produce best performance trough excellent
service, so it can make the customer satisfied.’

Based on interview 26 September 2019 with one of teacher and manager
in this bimbingan belajar, researcher got some information about strategy of
excellent service implicated in this this tutoring. It could be seen from the
attitude, attention, action and etc. So in this thesis, writer will research deep
about the strategy of excellent service to increase customer satisfaction in

Bimbingan Belajar Rumah Pintar Solusi Purwokerto.

B. Operational Definition
1. Strategy of Excellent Service

Service is a way of serving in the form of efforts or actins to prepare
and take care what the customer need is. Excellent show the quality of
product or service that exceeds standard, so that customer feel something
that exceeds their expectations. Excellent service is good service that can
satisfy customers, and community and any others as well as possible as the
expectation. Strategy is an organization’s action plan to achieve the mission.
Each functional area has a strategy for achieving its mission and for helping
the organization reach the overall mission. These strategies exploit
opportunities and strengths, neutralize threats, and avoid weaknesses.®

Excellent service starts from the efforts of business people to provide
the best service as a form of corporate concern to consumers. Simply,
service excellent is the best service in meeting the expectations and
customers necessary. In other words, service excellent is a service that fulfill
quality standards determined.” Excellent service is an effort made by the

company to serve the buyer (customer) as well as possible, so that it can

> Andi Muhammad Irfan, “Pengaruh Kualitas Pelayanan, Harga, dan fasilitas Yang
diberikan Kenari Waterpark Bontang Terhadap Tingkat Kepuasan Pelanggan”, Jurnal Al-Infaq:
Ekonomi Islam. 2018, Vol. 9, No. 2, accessed on 16™ October 2019, at 1: 40 am WIB.

% Jay Heizer, et al, Operations Management Sustainability and Supply Chain Management
(England :Pearson Education, 2017), p. 74.

7 Freddy Rangkuty, Customer Care Excellence: Meningkatkan Kinerja Perusahaan Melalui
Pelayanan Prima (Jakarta: Gramedia Pustaka Utama, 2017), p. 49.



provide satisfaction to customers and meet the needs and desires of
customers, both in the form of products or services. Excellent service is also
the best service provided by the company to meet the expectations and
needs of customers, both customers inside the company and outside the
company.®

From those definition, the writer can conclude that the strategy of
excellent service is a plan, vision and trick used by someone to reach best
quality in their institution or company in line with expectation.

2. Customer satisfaction

Customer satisfaction is determined by customer perceptions of the
performance of products or services in meeting expectation. Give
satisfaction to the customer well will maintain and increase the business of
the institution itself. John C. Mowen, Michael Minor identify customer
satisfaction is all attitude that appearance from the customer services after
getting or using the product. Sometimes the customer is not satisfied with
existing services, but the institution tries to provide the best service they
have.’

Customer satisfaction is one indicator of the success of a business.
Because, satisfy a customers can increase their advantages and get more
customers. Satisfaction is the one of feeling of someone who after
comparing the performance or results with the expectation.'’ Generally,
customer satisfaction or dissatisfaction is a difference between expectations
and perceived performance. Kotler said that level of satisfy is: “Satisfaction
is a person’s feelings of pleasure or disappointment resulting from
comparing a product’s perceived performance (or outcome in relation to his

. 1
or her expectations”.

¥ Daryanto dan Ismanto Setyobudi, Konsumen dan Pelayanan Prima (Yogyakarta: Gava
Media, 2014), p. 1-4.

K Firmansyah, Strategy Pelayanan Prima (SPP) untuk Kepentingan Serta Kepuasan
Pelanggan dan Masyarakat, Journal STIE Kusuma Negara. Accessed on Friday 20 May 2020.

10 Daryanto dan Ismanto Setyobudi, Konsumen dan Pelayanan Prima..., p. 4.

" Freddy Rangkuty, Customer Care Excellence.....,p. 311.



Writer can make definition from the statements above that customer
needs service excellent. In service excellent also need a strategy, because
the strategy will make service excellent delivery easier. So the strategy of
service excellent will direct the institution or company easily to make the
customer satisfy.

3. Bimbingan Belajar Rumah Pintar Solusi

Rumah pintar solusi is non-formal institutions engaged in education.
This institution give a serving to the student of SD-SMP and SMA. It was
built on August 8, 2007 by Mr. Agus Priyambodo S.T. He was a teacher in
one of great tutoring in some place around East Java. He teach mathematic
and chemistry. Firstly, some of his students come to him house one by one
to studying. So, he decided to build a house for tutoring. The first place was
located in J1. Banowati No. 31 Jatiwinangun Purwokerto. Then the building
was added in JI. Banowati No. 10 Jatiwinangun Purwokerto and JI.
Mardikenya No. 04 Kranji Purwokerto because increasing the customer.
Rumah pintar solusi could increase customer satisfaction because best
solution and service with a motto “kekeluargaan” and “mudengin™ for the
students.

According the explanation above, the title “The Strategy of Service
Excellent to Increase Customer Satisfaction in Bimbingan Belajar Rumah
Pintas Solusi Purwokerto” is to know and explain how they can make

customer satisfy with their service.

C. Problem Statement
Based on the background, the writer make the statement of problem:
“How is the strategy of excellent service to increase customer satisfaction in
Bimbingan Belajar Rumah Pintar Solusi Purwokerto?”
D. Aim and Benefit of Study
1. Research Objective



The objective of this research is to describe the strategy of excellent service
to increase customer satisfaction in Bimbingan Belajar Rumah Pintar Solusi,
Purwokerto.
2. Research Significance
a. Theoretically
1) This research can give information about developing non-formal
institution in modern era.
2) To develop and improve knowledge and experiences for researcher
and also the reader.
3) Especially for student of Management of Islamic Education to
increase their ability in managing an institution well,
4) This research can be reference for other researcher related to this
research
5) To get more information about service excellent and how to make a
customer satisfy.
b. Practical Terms
Practically, this research can be used as reference for readers who
are interested in strategy of service excellent and customer satisfaction.
1) For the writer
This research can give more knowledge to the writer about the
strategy of excellent service to increase customer satisfaction.
2) For the Institution
This research contribute thoughts to the institution in solving of
problem about excellent service.
3) For the Bimbingan Belajar Rumah Pintar Solusi
This research can give benefit to this bimbingan belajar in having a

good relations to institution.



E. Literature Review

A literature review is a description of the importance of the research
conducted by the researcher. Service excellent and customer satisfaction has
written in many thesis, journals, and books. It will describe as following:

Sri Atun Chasanah in her thesis explains about good service to satisfy
customer. Her research is in Islamic economic perspective but writer’s thesis
applied in education management. Customer satisfaction is measured from best
service giving after the customer used the product. But in writer’s thesis,
customer satisfaction measure by service excellent, start from the attitude,
attention, action etc, that given to the customer.

Responsibilities and excellent service on customer satisfaction: Case
Study of DKI Islamic Bank (Muhammad Yunanto etc, 2012). The difference
between writer thesis with this journal is in the method of research. To
measuring the responsibilities, they use quantitative method by sampling
technique. The object of this study is clients, but writer’s applied to customer
in non-formal institution. But there is a similarity from the variables of
excellent service such us the ability, attitude, appearance, attention, action,
comfort, accuracy, relate significantly to customer satisfaction. 12

Analysis the effect of service quality, price advantages, and marketer’s
behavioral towards customer satisfaction in order to increase customer loyality.
The Journal of Edwin Krisna Nugroho et al (2018). Customer satisfaction be
measure not only from the excellent service. In this journal, we can see that
customer satisfaction measure from the service quality, price advantages, and
marketer’s behavioral. According to the writer, there is a same between this
title. In the journal mention of service quality, price advantages, and marketer’s
behavioral, it conclude of excellent service. The research method from this
journal are population and sample, analysis of test data use a validity and

reliability test, and analysis model. But in writer thesis, using the qualitative

"2 Muhammad Yunanto et al. “Responsibilities and Excellent Service on Customer
Satisfaction: Case Study of DKI Islamic Bank™, Infernational Conference on Management
Education Innovation. 2012, Vol.37, accessed on 17" October 2019, at 11.04 am WIB



method to knowing what excellent service those can make the customer

satisfied."

F. Systematic of Writing

To facilitate an understanding of this whole in this study, the authors
compiled it into five chapters, and each chapters consist of several sub-
chapters. It will describe with the following description:

Chapter I, introduction. it consist the background of the problem,
affirmation of term, problem formulation, purposes and benefits of research,
literature review, methodology of research and systematic writing

Chapter II. It consist about theory investigation about strategy, service
excellent, customer satisfaction, and Bimbingan Belajar Rumah Pintar Solusi.

Chapter III contains the research method and consist of six sub-chapters
namely type of research, location of research, object, and subject research, data
source, technic of data collection, and technic of the data analysis.

Chapter IV contains a discussion of the results of research that
background the object of research of Bimbingan Belajar Rumah Pintar Solusi
Purwokerto presentation of results data, and data analysis.

Chapter V contains closing, presented conclusions, suggestions, then

bibliography, appendices, and curriculum vitae.

"> Edwin Krisna Nugroho et al. Analysis The Effect of Service Quality, Price Advantages,
and Marketer’s Behavioral Towards Customer Satisfaction in Order to Increase Customer
Loyality. 2018, Vol. XVII, No. 1, V, accessed on 17" October 2019, at 11.16 am WIB.



CHAPTER V
CLOSING

A. Conclusion

As a non-formal, Rumah Pintar Solusi must have a strategy to make
customer satisfy. From the discussion on the strategy of excellent service
adopted by this institution, the result are following :

To make this non-formal different with other institution. The leader of
this tutoring create a unique motto as like “mudengin’ and “kekeluargaan”.
The proof and realization of mudengin appears from the effort to make students
understand the lesson well. And kekeluargaan means that all of participant can
be family. Strategy of excellent service have to pay attention to the indicators
of excellent service, like as ability, attention, action, attitude, and
accountability. The five indicators must be applied in accordance with the
established strategy. By attention that things, the strategy can be carried out
optimally in accordance with the objectives of the institution. Stages in
realizing the strategy in this tutoring are identification of customers need, hold
outreach to schools around Banyumas lika Purwokerto, Patikraja, Banyumas,
Baturaden and Ajibarang to offer tutoring service, and manage a customer as
well as possible.

After doing the stages in realizing excellent, the institution attempt to
provide additional services to satisfy customers with provide additional hours
for daily tests, midterms, UKK, homework consultations and majors selection
counselling. In this educational institution, student is a customer. The
institution must know the needs of students. If the customer is satisfied, it’s the
proof of the quality of the services provided by the institution. Customer
satisfaction can be determined by using the product or service continuously.
Researcher try to analysis the customer satisfaction by interview with the
customers. Many of them feel satisfy to the service of this tutoring. They rate

that this tutoring have good strategy to increase customer satisfaction. In terms
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of price, facilities, and service, it has proven that this institution can compete
with other institution.
. Suggestions
Based on the research of strategy of excellent service to customer
satisfaction at Bimbingan Belajar Rumah Pintar Solusi Purwokerto, without
reducing respect for the Rumah Pintar Solusi and with all humility, the
researcher provided the following suggestions:
1. Rumabh Pintar Solusi Institution
Fun learning will make students interested and do not get bored
following the lesson. Create many methods of learning in order to make this
institution get many customer. Maintain what is characteristic of this
tutoring and complete what doesn’t there.
2. For Student
This institution has given the best service. Take advantages from this
institution to get many knowledge, friends, and sharing about the future
education. Think twice if you want to skip class, because your parent has
spend a lot of money for the children. Study hard and seriously in learning.
3. For other researcher
The researcher hopes that finding of this study will be used as an
additional reference for a similar research with different variables or in
different research design. There are still many other method that could be

studied to find out the strategy in other institutions.

. CLOSING WORDS

Alhamdulillah, there is no beautiful word to say except to Allah SWT,
because his blessing and mercies everything can be performed without any
troubles and obstacles. Therefore, the writer can finish this thesis entitled
“THE STRATEGY OF EXCELLENT SERVICE TO INCREASE
CUSTOMER SATISFACTION IN BIMBINGAN BELAJAR RUMAH
PINTAR SOLUSI PURWOKERTO”. Unforgettable, the writer apologizes
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for the limited ability to arrange this thesis because this thesis has many

weaknesses. The suggestion is needed to make it better.
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