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Abstract  

The development of the business world from time to time has increased very rapidly and is 

limited by a lot of competition. Every company that wants to continue to develop is required 

to provide the best service to its consumers. This causes companies to compete to improve 

their service standards to provide added value to their products to make them more attractive 

in the eyes of consumers. One way that companies can certainly improve service quality is by 

trying hard to know and understand customer desires. In the Importance Performance 

Analysis analysis, mapping is carried out into 4 quadrants for all variable indicators that 

influence service quality. Q7 is in quadrant 1 which indicates that according to consumers the 

indicator is considered important, but the company's performance is still not as expected, so 

improvements need to be made to improve the company's performance. Q5, Q8, Q9, Q10 are 

in quadrant 2 which indicates that the four variable indicators are important and the 

company's performance is also good, so they must continue to be maintained. 
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INTRODUCTION 

The development of the business world from time to time has increased very rapidly 

and is limited by a lot of competition. Every company that wants to continue to develop is 

required to provide the best service to its consumers. This causes companies to compete to 

improve their service standards to provide added value to their products to make them more 

attractive in the eyes of consumers. One way that companies can certainly improve service 

quality is by trying hard to know and understand customer desires. This can be realized by 

measuring the overall service by comparing the impression of the company's performance 

and expectations based on the customer's experiences. With this, companies can adjust 

customer perceptions and expectations regarding the quality of service they receive, so that it 

can lead to satisfaction. Not only that, measurement can also help companies to continue to 

make improvements and correct deficiencies in their services, so that they can win the 

competition in a sustainable manner. 

 
METHOD  

Importance Performance Analysis measurement begins with creating 10 indicators to 

analyze service quality to increase customer satisfaction at Lawson which is in front of 

campus. Determining the Q1 indicator is an indicator of ease of vehicle parking. Q2 indicator 

of providing free parking facilities. Q3 is an indicator of an attractive building appearance. Q4 

is an indicator of the cashier's speed in payment transactions. Q5 is an indicator of the 

freshness of the food being sold. Q6 is an indicator of employees' willingness to help 
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consumers. Q7 is an indicator of the speed of service provided by employees. Q8 is an 

indicator of employee knowledge about the product. Q9 is an indicator of employee 

friendliness. Q10 is an indicator of product sales at affordable or reasonable prices. We 

collected the next data by giving a Google Form to 30 respondents, with an assessment level 

using a linear measurement of one to five. In measuring importance and performance, a value 

of 1 is a value that is very unimportant or very dissatisfied, 2 is a value that is not very 

important or not very satisfied, 3 is a neutral value, 4 is an important value or satisfied, and 

finally 5 is a measurement value that is very important or very satisfied. Next, in the 

Importance Performance Analysis measurement process, we use Excel in the data calculation 

process. Our first step is to enter data in the indicator table and performance table. The data 

entered is based on indicators Q1 to Q10, after that look for the average value for each 

indicator. Next, the data is entered into the gap 5 analysis table, the table contains descriptions 

of indicators, performance, importance and gaps. In the gap calculation table, there is a 

reduction process between importance and performance. 

  
RESULT AND DISCUSSION 

Quadrant 1, there is only Q7 "speed of service provided by employees" in this quadrant, 

meaning that this indicator is important for consumers but the company's performance is 

poor. With this, Lawson should speed up service. Quadrant 2, there are Q5 "Freshness of food 

sold", Q8 "Employee knowledge about products", Q9 "Employee friendliness", and Q10 

"Selling products at affordable and reasonable prices" in this quadrant, meaning that these 

indicators are important and so is the company's performance. good so the company must 

maintain its good performance. Quadrant 3, there are Q1 "Ease of parking vehicles", Q2 

"Providing free parking facilities", and Q3 "Attractive appearance of the building" in this 

quadrant, meaning that according to consumers these indicators are not important and the 

company's performance is poor, the company should evaluate whether it should 

accommodate these indicators or not. Quadrant 4, there is only Q6 "Employees' willingness to 

help consumers (for example helping find goods)" in this quadrant, meaning that according 

to consumers this indicator is not important but the company's performance is good or 

provides more. The company should evaluate whether the company wants to maintain these 

indicators, if the evaluation results are positive then maintain them. 

 
CONCLUSION  

In the Importance Performance Analysis analysis, mapping is carried out into 4 

quadrants for all variable indicators that influence service quality. Q7 is in quadrant 1 which 

indicates that according to consumers the indicator is considered important, but the 

company's performance is still not as expected, so improvements need to be made to improve 

the company's performance. Q5, Q8, Q9, Q10 are in quadrant 2 which indicates that the four 

variable indicators are important and the company's performance is also good, so they must 

continue to be maintained. Meanwhile, Q1, Q2, Q3 are in quadrant 3 which indicates that 

according to consumers the indicators are not very important and the company's performance 

is also poor, so it is necessary to re-evaluate whether the company needs to maintain these 

indicators or not. Q6 is in quadrant 4 which indicates that according to consumers it is not 

important but the company's performance is good, so it is necessary to evaluate whether the 

company wants to maintain this indicator. If not, the company can save costs. 
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