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ANALISA KUALITAS LAYANAN DENGAN METODE
CONJOINT DAN CLUSTER ANALYSIS UNTUK STRATEGI
PERBAIKAN VERTICAL FITNESS CENTRE

ABSTRAK

Meningkatnya kebutuhan masyarakat akan prasarana olahrga, khususnya pusat
kebugaran (fitness center), mengakibatkan peningkatan pertumbuhan jasa penyedia
layanan kebugaran tubuh ini, dan berdampak pada tingginya persaingan penyedia jasa
yang sama untuk mendapatkan ataupun mempertahankan pelanggannya. Vertical Fitness
Centre ialah salah satu fitness centre yang juga dihadapkan pada masalah yang sama,
dimana pada saat ini data jumlah memberships selama 6 bulan terakhir ( November —
April 2016 ) menunjukkan penurunan jumlah member dengan rataan 9,2 %. Conjoint dan
Cluster Analysis dipilih karena dapat menganalisa kombinasi faktor — faktor yang
mempengaruhi kualitas layanan secara statistik dan akurat. Kombinasi level terbaik
didapat dari gabungan metode Conjoint Analysis dan Cluster Analysis. Analisa Cluster
Analysis menghasilkan 3 cluster, dimana berdasar perhitungan Conjoint Analysis cluster
terbaik ialah cluster 1 dengan nilai utilitas - 0,9110 dan nilai kepentingan relatif sebesar
48,52 %, sehingga diketahui kombinasi level terbaik berada pada cluster 1, sementara
berdasar pengukuran tingkat kualitas layanan diketahui kualitas layanan Vertical Fitness
Centre berada pada kategori “Sedang” dengan nilai rataan total sebesar 3,75. Perancangan
strategi perbaikan dilakukan berdasar hasil kombinasi 5 level yang terdapat dalam cluster
1, yaitu Melakukan pembersihan ruangan secara rutin dan berkala, Mengganti karpet
lama dan pengecatan dinding ulang, Menambah staff kebersihan, Lebih aktif dalam
penggunaan media sosial sebagai sarana informasi promo, produk, dll, Melakukan
manajemen perawatan secara berkala, Mengganti perlengkapan / peralatan yang telah
berkarat atau tidak layak pakai dengan yang baru, Menambah variasi peralatan fitness
yang lebih modern, Melakukan pengawasan kinerja operator oleh owner, Menyediakan
kotak saran sebagai sumber usulan sarana perbaikan, Merekrut Personal Trainer
berpengalaman, dan membekali operator dengan pengetahuan kesehatan dan
Bodybuilding.

Kata Kunci : Kualitas Layanan, Conjoint Analysis, Cluster Analysis, Nilai Utilitas dan
Kepentingan Relatif, Strategi Perbaikan.
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ANALYSIS OF SERVICE QUALITY
WITH THE CONJOINT AND CLUSTER ANALYSIS METHOD
FOR THE IMPROVEMENT STRATEGY OF VERTICAL
FITNESS CENTRE

ABSTRACT

The increasing needs of the community for the infrastructure of sport, especially
fitness center (fitness center), resulting in increased growth of body fitness providers and
contributes a high level of competition of the same service provider to obtain or retain the
customers. Vertical Fitness Centre is one of the fitness centers which also faced the same
problem, which obtained the current data of a number of memberships for the last 6
months (from November to April 2016) showed a decreasing number of members with the
average of 9.2%. Conjoint and Cluster Analysis chose because it can analyze a
combination of factors that affect the quality of service and statistically accurate. The
best level combination is obtained from a combination of Conjoint Analysis and Cluster
Analysis method. The Cluster analysis method resulted in three clusters, in which the
calculation based on Conjoint Analysis,the best cluster is the cluster number 1 with the
utility value - 0.9110 and the relative interest value of 48.52%, so we know that the best
level combination is cluster 1, while based on the measurement of the level of Quality of
Service ,known that the quality of service of Vertical Fitness Centre in the category
"Medium" with a total average value of 3.75. Design Strategy of Improvements were
made based on the results of the combination of 5 levels contained in cluster 1, which
undertake the room cleaning regularly and periodically, replace an old carpet and re-
painting the walls, adding the staff hygiene, more active in utilizing the social media as
an intermediary means of information, promos, products, etc. perform the maintenance
management on a regular basis, replace an equipment / the rusted appliance which is
unfit for the further usage, adding a variation of fitness equipment that is more modern,
conduct the operator performance monitoring by the owner, provide a suggestion box as
the source of the customer review as an equipment improvement suggestion, recruiting
the experienced personal trainer, and equip the operators with the knowledges of health
and bodybuilding.

Keywords : Quality of Service, Conjoint Analysis, Cluster Analysis, Utility Value
and Relative Interest, Improvement Strategy.



