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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan prima terhadap 

kepuasan pelanggan Pada Toko Pakaian Black Bae Shop, Belitang Oku Timur 

berdasarkan konsep A6 pelayanan prima yaitu Ability (kemampuan), Attitude 

(sikap), Appearance (penampilan), Attention (perhatian), Action (tindakan), 

Accountability (tanggung jawab). Penelitian ini menggunakan jenis data kualitatif 

dan kuantitatif, dengan sumber data primer dan data sekunder. Teknik 

pengumpulan data menggunakan teknik observasi, riset lapangan yaitu wawancara 

dan kuesioner, dan riset kepustakaan. Populasi pada penelitian ini merupakan 

konsumen di Toko Pakaian Black Bae Shop dan untuk penentuan jumlah sampel 

dalam penelitian ini menggunakan rumus Roscoe, jadi jumlah sampel dalam 

penelitian ini adalah 100 responden. Untuk mengolah data menggunakan analisa 

kuantitatif sebagai bahan dasar menghitung jumlah responden terhadap kuesioner 

yang telah diberikan, dalam perhitungannya penulis menggunakan rumus 

presentase dan interprestasi skor. Hasil penelitian yang didapat pada indikator 

variabel pelayanan prima yaitu Sikap 85%, Perhatian 81,6%, Tindakan 75,3%, 

Kemampuan 81,9%, Penampilan 84,4%, dan Tanggung jawab 76%. Pada 

indikator-indikator dari pelayanan prima yang telah diterapkan sudah berjalan 

dengan baik, akan tetapi masih ada beberapa indikator pelayanan prima yang dapat 

ditingkatkan lagi oleh Pihak Toko Pakaian Black Bae Shop yaitu indikator tindakan 

dan indikator tanggung jawab. Disarankan untuk Toko Pakaian Black Bae Shop 

dapat terus mempertahankan pelayanan prima dengan baik dan meningkatkan lagi 

pelayanan primanya pada indikator tindakan harus lebih cepat tanggap dalam 

melayani pelanggan serta untuk indikator tanggung jawab mengganti dengan cepat 

produk yang rusak dengan produk yang baru, supaya pelanggan tetap merasa puas 

terhadap Toko Pakaian Black Bae Shop. 

 

 

Kata Kunci: Kualitas Pelayanan Prima, Kepuasan Pelanggan 
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ABSTRACT 

 

The study was conducted to evaluate the quality of prima facie service at Black Bae 

Shop in East Belitang Oku. The study focused on assessing the six key concepts of 

A6 prima facie service, which are Ability, Attitude, Appearance, Attention, Action, 

and Accountability. The study utilized both qualitative and quantitative data types, 

with primary and secondary data sources. Data collection techniques included 

observation, field research, interviews, questionnaires, and library research. The 

study targeted consumers at the Black Bae Shop Clothing Store, and the number of 

samples was determined using Roscoe's formula, which resulted in 100 

respondents. Quantitative analysis was used to process the data, and the research 

results showed that the Attitude indicator scored 85%, Attention indicator scored 

81.6%, Action indicator scored 75.3%, Ability indicator scored 81.9%, Appearance 

indicator scored 84.4%, and Responsibility indicator scored 76%. The results 

indicated that the prime service implemented at the Black Bae Shop Clothes Shop 

was running well, but there were still some indicators that could be improved, 

particularly the action and responsibility indicators. It is recommended that Black 

Bae Shop Clothes Shop continues to maintain good service and further improves 

its primary service on action indicators by being more responsive in serving 

customers. For responsibility indicators, the shop should quickly replace damaged 

products with new products to keep customers satisfied. Overall, the study showed 

that the Black Bae Shop Clothing Store has a good quality of prima facie service, 

and with some improvements, it can further enhance customer satisfaction. 

 

 

Keywords: Quality of Service, Customer Satisfaction 
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