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ABSTRACK 

Frozen food is a very promising business opportunity for anyone who wants to start 

a business, namely a business that operates in the field of selling cold food. Meat 

you as part of the processed food or ready-to-eat food industry, meat you sell 

various complete frozen food products such as meat, vegetables, fruit, and so on. 

This research aims to determine the level of consumer satisfaction with online 

services at Meat You Pangkalpinang by calculating the difference between 

reality/perception and expectations. The method used is service quality (servqual). 

The dimensions used are tangible, reliability, responsiveness, assurance, and 

empathy. Based on the results of the reality/perception and expectation validity test, 

the calculated r-value exceeds the table r, namely 0.2656, this shows that all the 

reality/perception and expectation questionnaire statement items are valid. The 

results of the reality/perception reliability test on the dimensions Tangible 0.795, 

Reliability 0.830, Responsiveness 0.903, Assurance 0.816, and Empathy 0.837. The 

reliability test of expectations on the dimensions Tangible 0.906, Reliability 0.871, 

Responsiveness 0.921, Assurance 0.860, and Empathy 0.903. This shows that this 

value is very high and exceeds the correlation value of 0.6 and is said to be reliable. 

The results of the servqual calculation show that consumer satisfaction at Meat You 

Pangkalpinang seen from the 5 servqual dimensions has an average expected value 

of 4.57 and an average reality/perception value of 4.56. From processing the 

Servqual calculation data, it shows that consumers feel that almost all of their 

expectations are fulfilled by the services provided by Meat You Pangkalpinang with 

99.78%, including customers being satisfied with the admin's agility in dealing with 

consumer complaints, customers being satisfied with the consistency in the quality 

of the products provided by Meat. you Pangkalpinang, and customers are satisfied 

with the timeliness of product delivery. It can be concluded that this can make 

customers more loyal to online shopping and customers are satisfied with the online 

services provided by Meat You Pangkalpinang. 

 

Keywords: Customer satisfaction, Service quality(servqual), Meat you 

Pangkalpinang. 
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ABSTRAK 

Frozen food adalah jenis makanan yang diawetkan dengan cara dibekukan. 

Meatyou sebagai bagian dari usaha industri makanan olahan atau makanan siap saji, 

Meatyou ini menjual berbagai produk frozen food lengkap seperti daging, sayuran, 

buah dan lain sebagainya. Saat ini Meatyou  sudah memiliki banyak customer, 

dengan banyaknya customer tersebut, maka penulis ingin melihat tingkat kepuasan 

konsumen terhadap layanan online pada Meatyou pangkalpinang dengan 

menghitung selesih antara kenyataan/persepsi dengan harapan. Metode yang 

digunakan adalah service quality (servqual). Dimensi yang digunakan adalah 

tangible, reliability, responsiveness, assurance, dan empathy. Hasil uji validitas 

kenyataan/persepsi dan harapan nilai r hitung melebihi r tabel yaitu sebesar 0,2656 

hal ini menunjukkan bahwa semua butir pernyataan kuesioner kenyataan/persepsi 

dan harapan adalah valid. Dan pada hasil uji reliabilitas kenyataan/persepsi pada 

dimensi Tangible 0,795, Reliability 0,830, Responsiveness 0,903, Assurance 0,816 

dan Emphaty 0,837. Dan uji reliabilitas harapan pada dimensi Tangible 0,906, 

Reliability 0,871, Responsiveness 0,921, Assurance 0,860 dan Emphaty 0,903. Hal 

ini menujukkan bahwa nilai ini sangat tinggi dan melebihi 0,6 nilai korelasinya dan 

dikatakan reliabel. Hasil perhitungan servqual diketahui bahwa kepuasan 

konsumen di Meatyou pangkalpinang dilihat dari 5 dimensi servqual memiliki nilai 

rata-rata harapan sebesar 4,57 dan nilai rata-rata kenyataan/persepsi sebesar 4,56. 

Dari pengolahan data perhitungan servqual ini menunjukkan bahwa konsumen 

merasa hampir seluruh harapan mereka terpenuhi oleh layanan yang diberikan oleh 

Meatyou Pangkalpinang dengan 99,78%, diantaranya customer puas terhadap 

kecekatan admin dalam menghadapi keluahan konsumen, customer puas terhadap 

konsistensi dalam kualitas produk yang diberikan Meatyou pangkalpinang, dan 

customer puas terhadap ketepatan waktu dalam pengiriman produk. Dapat 

disimpulkan bahwa ini bisa membuat customer semakin loyal untuk belanja online 

dan customer puas terhadap pelayanan online yang diberikan Meatyou 

pangkalpinang. 

 

Kata kunci: Kepuasan konsumen, Service quality(servqual), Meat you 

Pangkalpinang. 
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