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ABSTRAK

Penelitian ini bertujuan untuk menganalisis tingkat kepuasan pelanggan terhadap
layanan jasa Analla Make Up Artist di Kota Palembang serta mengidentifikasi
dimensi pelayanan yang paling dominan dalam memengaruhi kepuasan pelanggan.
Kepuasan pelanggan merupakan salah satu faktor penting dalam industri jasa,
khususnya di bidang tata rias, karena berkaitan langsung dengan loyalitas dan
keberlanjutan usaha. Penelitian ini menggunakan pendekatan kuantitatif deskriptif
dengan metode SERVQUAL (Service Quality) yang terdiri dari lima dimensi:
tangibles (bukti fisik), reliability (keandalan), responsiveness (daya tanggap),
assurance (jaminan), dan empathy (empati). Teknik pengumpulan data dilakukan
melalui penyebaran kuesioner tertutup kepada 96 responden yang pernah
menggunakan layanan Analla Make Up Artist. Instrumen penelitian diuji validitas
dan reliabilitasnya. Hasil uji validitas menunjukkan seluruh item pernyataan valid
(r hitung > 0,201), dan reliabilitas dinyatakan sangat tinggi dengan nilai
Cronbach’s Alpha sebesar 0,926. Data dianalisis menggunakan statistik deskriptif
dan metode Indeks Kepuasan Masyarakat (IKM). Hasil penelitian menunjukkan
bahwa nilai IKM keseluruhan sebesar 92,75 yang termasuk dalam kategori
“sangat baik”. Dimensi pelayanan yang paling dominan adalah reliability
(keandalan), dengan nilai rata-rata tertinggi sebesar 93,75, yang mencerminkan
kepuasan pelanggan terhadap profesionalitas dan ketepatan waktu layanan.
Sementara itu, dimensi empathy memperoleh nilai terendah, meskipun masih
dalam kategori sangat baik. Kesimpulannya, pelanggan merasa sangat puas
terhadap layanan yang diberikan oleh Analla Make Up Artist. Peneliti
menyarankan agar usaha terus mempertahankan kualitas pelayanan yang sudah
baik, serta meningkatkan aspek empati dengan lebih mempersonalisasi
pengalaman pelanggan untuk meningkatkan loyalitas di masa depan.

Kata kunci: Kepuasan Pelanggan, Layanan Jasa, Make Up Artist



ABSTRACT

This study aims to analyze customer satisfaction toward the service quality of
Analla Make Up Artist in Palembang and to identify which service dimension
most significantly influences customer satisfaction. Customer satisfaction is a
crucial factor in the service industry, particularly in the beauty and makeup sector,
as it directly relates to customer loyalty and business sustainability. This research
applies a quantitative descriptive approach using the SERVQUAL method, which
includes five dimensions: tangibles, reliability, responsiveness, assurance, and
empathy. Data was collected through a closed-ended questionnaire distributed to
96 respondents who had used the services of Analla Make Up Artist. The research
instrument was tested for validity and reliability. Validity test results showed that
all 15 items were valid (r > 0.201), and the instrument was considered highly
reliable with a Cronbach’s Alpha of 0.926. The data were analyzed using
descriptive statistics and the Community Satisfaction Index (IKM) method. The
results indicate a total IKM score of 92.75, which falls under the "very good"
category. The most dominant service dimension was reliability, with the highest
average score of 93.73, reflecting customer satisfaction with professionalism and
punctuality. The empathy dimension received the lowest score but was still within
the "very good" category. In conclusion, customers are highly satisfied with the
services provided by Analla Make Up Artist. It is recommended that the business
maintain its service quality and improve empathy by offering more personalized
customer experiences to enhance future loyalty.

Keywords: Customer Satisfaction, Make Up Artist, Service Quality
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