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ABSTRAK 

 
 

Judul dari penelitian ini adalah Efektivitas Pelayanan Prima Terhadap Kepuasan 

Pelanggan Pada Saviour Coffee & Resto Cafe Palembang. Penelitian ini bertujuan 

untuk mengetahui apakah pelayanan prima yang diterapkan di Saviour telah 

efektif untuk kepuasan pelanggannya. Penelitian ini menggunakan pendekatan 

kuantitatif dan kualitatif. Adapun pengumpulan data pada penelitian ini 

menggunakan wawancara, penyebaran kuesioner dan observasi kepada pelanggan 

dan manager Saviour Coffee & Resto Cafe Palembang. Penelitian ini mengolah data 

melalui Interpretasi Skor dan konsep 6A (Attitude, Ability, Attention, Action, 

Accountability, Appearance), bertujuan untuk mengetahui bagaimanan ukuran 

hasil pelayanan prima yang diterapkan. Setelah penulis melakukan penelitian, 

didapatkan bahwa pelayanan prima di saviour sudah sangat baik diperoleh hasil 

yang paling tinggi pada konsep tindakan (Action) dan yang paling rendah terdapat 

pada konsep penampilan (Appearance), dimana pelayanan yang diberikan sangat 

berpengaruh terhadap kepuasan pelanggan. 

 
Kata Kunci: Efektivitas, Pelayanan Prima, Kepuasan Pelanggan 
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ABSTRACT 

 
 

The title of this study is the Effectiveness of Excellent Service on Customer 

Satisfaction at Savior Coffee & Resto Cafe Palembang. This study aims to 

determine whether the excellent service implemented at Savior has been effective 

for customer satisfaction. This study uses a quantitative and qualitative approach. 

As for data collection in this study using interviews, distribution of questionnaires 

and observation to customers and managers of Savior Coffee & Resto Cafe 

Palembang. This study processes data through score interpretation and the 6A 

concept (Attitude, Ability, Attention, Action, Accountability, Appearance), aims to 

find out how the results of excellent service are measured. After the authors 

conducted the research, it was found that the excellent service at savior was very 

good, the highest results were obtained on the concept of action (Action) and the 

lowest was on the concept of appearance (Appearance), where the services 

provided greatly influenced customer satisfaction. 

 
Keywords: Effectiveness, Excellent Service, Customer Satisfaction 
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