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ABSTRAK

ANALISIS PENGEMBANGAN SERVICE EXCELLENT DAN HIGH
QUALITY PRODUCT DALAM UPAYA MENINGKATKAN KEPUASAN

PELANGGAN KOPI KENANGAN TAMINI SQUARE

Oleh:
Noviana Nur Arifah
NPM: 203404516017
Tugas Akhir, dibawah bimbingan B.Syarifuddin Latif, SH.,MH

Penelitian ini bertujuan untuk menganalisis pengembangan service
excellent dan high quality dalam meningkatkan kepuasan pelanggan Kopi
Kenangan Tamini Square. Penelitian ini menggunakan metode kualitatif serta
wawancara dengan informan, observasi, menyebarkan kuesiner secara tertutup,
dan dokumentasi. Hasil dari penelitian ini adalah kualitas pelayanan dan produk
yang baik berkontribusi secara signifikan terhadap kepuasan pelanggan dan
membangun hubungan yang baik dengan mereka. Strategi yang direkomendasikan
termasuk inovasi berkelanjutan dalam produk dan layanan, penguatan hubungan
dengan pelanggan, pelatihan dan pengembangan SDM, serta pengumpulan umpan
balik pelanggan. Berdasarkan analisis SWOT, disarankan strategi untuk
memanfaatkan kekuatan internal perusahaan dan mengatasi kelemahan yang ada,
sehingga meningkatkan daya saing perusahaan di pasar.

Kata Kunci : service excellent, high quality, kepuasan Pelanggan
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ABSTRACT
ANALYSIS OF EXCELLENT SERVICE AND HIGH QUALITY PRODUCT

DEVELOPMENT IN AN EFFORT TO INCREASE CUSTOMER
SATISFACTION OF TAMINI SQUARE KENANGAN COFFEE

By:
Noviana Nur Arifah
NPM: 203404516017
Final Project, under the guidance of B. Syarifuddin Latif, SH., MH

This research aims to analyze the development of excellent and high
quality service in increasing customer satisfaction at Kopi Kenangan Tamini
Square. This research uses qualitative methods as well as interviews with
informants, observation, distributing closed questionnaires, and documentation.
The results of this research are that good service and product quality contributes
significantly to customer satisfaction and building good relationships with them.
Recommended strategies include continuous innovation in products and services,
strengthening relationships with customers, training and development of human
resources, and collecting customer feedback. Based on the SWOT analysis,
strategies are recommended to utilize the company's internal strengths and
overcome existing weaknesses, thereby increasing the company's competitiveness
in the market.

Keywords: excellent Service, high quality, customer satisfaction
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