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ABSTRAK 

ANALISIS PERBAIKAN PELAYANAN KLINIK KECANTIKAN 

DENGAN METODE SERVQUAL (STUDI KASUS DI KLINIK 

LARISSA SURABAYA DARMO) 

Nama Mahasiswa   : Rifky Akbar Fadillah 

NIM    : 20191336001 

Pembimbing           : Poniman, S.T.,M.T. 

Merawat kulit dan wajah adalah kebutuhan utama bagi wanita modern 

untuk mendukung aktivitas sehari-hari mereka. Perusahaan jasa perawatan 

kesehatan dan kecantikan kulit mengakui pentingnya kebutuhan ini, sehingga 

klinik perawatan kulit dan wajah bermunculan di kota-kota besar, termasuk di 

Surabaya. Beberapa klinik kecantikan di Surabaya telah mengembangkan bisnis 

mereka dengan menawarkan layanan berkualitas sekelas klinik mewah namun 

tetap terjangkau bagi kalangan menengah ke bawah. Mereka menggunakan 

berbagai strategi untuk bersaing, tidak hanya berfokus pada harga dan produk, 

tetapi juga menekankan kenyamanan fasilitas dan pelayanan superior untuk 

menarik perhatian calon konsumen. Penelitian ini menggunakan metode Servqual 

dan IPA untuk meningkatkan kualitas pelayanan. Hasil penelitian menunjukkan 

bahwa tingkat kesesuaian pelayanan mencapai 93,96% berdasarkan nilai 

Servqual. Selain itu, hasil perhitungan GAP menunjukkan nilai minimum 0,08 

dan nilai maksimum 0,52. Hasil perangkat GAP menempatkan atribut Empati 

pada peringkat pertama, diikuti oleh atribut Etika, Assurance, Reliability, 

Tangible, dan Responsiveness. Dengan menggunakan metode IPA, ditemukan 

atribut pelayanan yang perlu diperbaiki, antara lain Kenyamanan Fasilitas, 

Penampilan Karyawan, Kesesuaian Pelayanan, Kecepatan Memberikan 

Informasi, Respon Karyawan, Kemampuan Karyawan Memberikan Informasi, 

Kepercayaan Konsumen kepada Karyawan, Tanggung Jawab, Giat dan Tekun 

Belajar, dan Kejujuran. Berdasarkan perhitungan CSI, diperoleh hasil 85,07 yang 

menunjukkan tingkat kepuasan yang cukup, sesuai dengan tabel tingkat kepuasan 

CSI. 

 

Kata Kunci: Kepuasan Konsumen, Service Quality, Importance Performance 

Analysis, Customer Satisfaction Index. 
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ABSTRACK 

ANALYSIS OF IMPROVING BEAUTY CLINIC SERVICES 

USING SERVQUAL METHOD (CASE STUDY AT LARISSA 

CLINIC SURABAYA DARMO) 

Student Name   : Rifky Akbar Fadillah 

NIM   : 20191336001 

Supervisor          : Poniman, S.T.,M.T. 

Caring for the skin and face has become one of the primary needs for 

modern women to support their daily activities. The importance of this need is 

taken seriously by healthcare and beauty service companies, leading to the 

emergence of various skin and facial care clinics, especially in major cities. Some 

beauty clinics in Surabaya have made strides in developing their beauty clinic 

business with service quality comparable to luxury clinics yet affordable for the 

middle to lower class. They employ various strategies to compete, not only 

focusing on price and products but also emphasizing the comfort of facilities and 

superior service to attract potential customers. Using the Servqual and IPA 

methods, this research aims to improve service quality. The research results 

showed a Servqual score of 93.96% for compliance level, while the GAP 

calculation yielded a minimum value of 0.08 and a maximum value of 0.52. The 

GAP ranking results ranked Empathy as the top attribute, followed by Ethics, 

Assurance, Reliability, Tangibles, and lastly, Responsiveness. With the additional 

IPA method, service attributes for improvement were identified as follows: 

Comfort of Facilities, Employee Appearance, Service Suitability, Speed of 

Providing Information, Employee Response, Employee Information Provision 

Ability, Consumer Trust in Employees, Accountability, Diligence in Learning, 

and Honesty. The CSI calculation resulted in a satisfaction level of 85.07, 

indicating a fairly satisfied outcome based on the CSI satisfaction level table. 

Keyword: Customers Satisfaction, Service Quality, Importance 

Performance Analysis, Customers Satisfaction Index.
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