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ABSTRAK 

 

Laporan akhir ini berjudul “Penerapan Pelayanan Prima terhadap Loyalitas 

Pelanggan di Klinik Kecantikan Athena Palembang” yang bertujuan untuk 

mengetahui dan menganalisis penerapan pelayanan prima dalam meningkatkan 

loyalitas pelanggan di klinik kecantikan Athena Palembang. Penelitian ini 

menggunakan metode deskriptif dengan pendekatan kualitatif, dengan teknik 

pengumpulan data melalui wawancara, observasi, dan dokumentasi yang 

melibatkan staf administrasi, dokter atau beautician, pelanggan, serta dokumen 

pendukung. Hasil penelitian menunjukkan bahwa penerapan pelayanan prima di 

klinik kecantikan Athena telah berjalan dengan baik berdasarkan dimensi 

SERVQUAL (Service quality), yaitu tangibles, reliability, responsiveness, 

assurance, dan empathy. Klinik menyediakan fasilitas yang bersih, nyaman, dan 

lengkap serta didukung oleh karyawan yang ramah, profesional, dan responsif 

Dalam pelaksanaan pelayanan, petugas memberikan layanan dengan berpedoman 

pada prosedur yang telah ditetapkan sehingga proses pelayanan dapat berjalan 

secara terstruktur dan sesuai standar. Sehingga mampu menciptakan kepuasan 

pelanggan yang berdampak pada meningkatnya loyalitas pelanggan, yang 

ditunjukkan melalui kunjungan ulang, penggunaan layanan secara berkelanjutan, 

serta rekomendasi kepada orang lain. Meskipun terdapat hambatan berupa 

meningkatnya jumlah pelanggan pada waktu-waktu tertentu menyebabkan waktu 

tunggu pelayanan menjadi lebih lama dibandingkan kondisi normal, hal tersebut 

dapat diminimalisir melalui sistem reservasi dan pengaturan jadwal pelayanan 

yang efektif. Dengan demikian, dapat disimpulkan bahwa penerapan pelayanan 

prima di Klinik Kecantikan Athena Palembang telah dilaksanakan secara optimal 

dan memberikan pengaruh positif terhadap loyalitas pelanggan, sehingga kualitas 

pelayanan perlu terus dipertahankan dan ditingkatkan agar klinik tetap kompetitif 

di industri kecantikan yang terus berkembang. 

 

Kata kunci: Pelayanan prima, loyalitas pelanggan, kualitas pelayanan, kepuasan 

pelanggan, klinik kecantikan. 
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ABSTRACT 

 

This final report is entitled “The Implementation of Excellent Service on 

Customer Loyalty at Athena Beauty Clinic Palembang” and aims to identify and 

analyze the implementation of excellent service in improving customer loyalty at 

Athena Beauty Clinic Palembang. This study employed a descriptive method with 

a qualitative approach. Data were collected through interviews, observations, and 

documentation involving administrative staff, doctors or beauticians, customers, 

and supporting documents related to service activities at the clinic. The results 

showed that the implementation of excellent service at Athena Beauty Clinic has 

been carried out effectively based on the SERVQUAL (Service quality) 

dimensions, namely tangibles, reliability, responsiveness, assurance, and 

empathy. The clinic provides clean, comfortable, and well-equipped facilities and 

is supported by friendly, professional, and responsive employees in delivering 

services to customers. The services are provided according to established 

procedures, creating customer satisfaction that contributes to increased customer 

loyalty, as reflected in repeat visits, continuous use of services, and 

recommendations to others. Although there are obstacles, such as an increase in 

the number of customers at certain times resulting in longer waiting times, these 

issues can be minimized through a reservation system and more effective service 

scheduling. In conclusion, the implementation of excellent service at Athena 

Beauty Clinic Palembang has been carried out optimally and has a positive 

impact on customer loyalty. Therefore, the clinic is encouraged to maintain and 

continuously improve its service quality in order to remain competitive in the 

rapidly growing beauty industry. 

 

Keywords: excellent service, customer loyalty, service quality, customer 

satisfaction, beauty clinic. 
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