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ABSTRAK 

 

Handriani Permata, 2025 Peran Pelayanan Prima Event Organizer dalam 

Meningkatkan Loyalitas Konsumen (Studi pada CV. Mulia Edutainment Kota 

Kediri). Program Studi Manajemen Bisnis Syariah, Fakultas Ekonomi dan Bisnis Islam. 

Dosen Pembimbing (1) Dr. Nuril Hidayati, S.Fill, I., M.Hum (2) Choiril Anam, M.EI 

Kata kunci : Peran, Pelayanan prima, Loyalitas Konsumen 

Skripsi ini merupakan suatu kajian ilmiah yang membahas tentang peran 

perlayanan prima event organizer dalam meningkatkan loyalitas konsumen di CV. Mulia 

Edutainment Kota Kediri. Penelitian ini bertujuan untuk menjawab pertanyaan-

pertanyaan bagaimana penerapan pelayanan prima event organizer di CV Mulia 

edutainment dan bagaimana peran pelayanan prima event organizer dalam meningkatkan 

loyalitas konsumen  di CV Mulia Edutainment. 

Penelitian ini menggunakan pendekatan kualitatif deskriptif. Pengambilan data 

dilakukan dengan cara observasi, wawancara, dan dokumentasi. Wawancara dilakukan 

oleh peneliti dengan pihak terkait; direktur, asisten, manajer, leader, karyawan bagian 

Outbond dan Tour, marketing dan konsumen. Peneliti juga melakukan pengecekan 

jumlah keabsahan data antara lain keikutsertaan peneliti, pengamatan dalam observasi 

dan triangulasi. Tahap terakhir adalah tahap penulisan laporan. 

Hasil penelitian ini adalah; (1) penerapan pelayanan prima di CV. Mulia 

Edutainment dilakukan melalui penguatan lima dimensi SERVQUAL, yaitu tangibles, 

reliability, responsiveness, assurance, dan empathy. Perusahaan menyediakan fasilitas 

fisik yang lengkap dan modern, menyusun jadwal kegiatan secara profesional, serta 

melibatkan staf yang terlatih dan responsif dalam memberikan layanan. Selain itu, 

pendekatan pelayanan juga memperhatikan nilai-nilai Islam, seperti keikhlasan, 

kesantunan, dan komitmen terhadap kepuasan konsumen. (2) Pelayanan prima yang 

diterapkan terbukti berperan penting dalam meningkatkan loyalitas konsumen ditandai 

dengan meningkatnya jumlah pelanggan setia dari tahun ke tahun. Konsumen merasa 

dihargai melalui pelayanan personal, edukatif, dan interaktif yang diberikan oleh 

perusahaan. Strategi pemasaran yang humanis serta keberhasilan dalam menciptakan 

pengalaman positif bagi konsumen menjadi faktor utama yang membangun keterikatan 

emosional dan komitmen konsumen terhadap perusahaan. Dengan demikian, pelayanan 

prima menjadi salah satu pilar utama dalam membentuk keunggulan kompetitif dan 

keberlanjutan bisnis CV. Mulia Edutainment di tengah persaingan industri event 

organizer yang semakin dinamis. 

 

 

 

 

 

 



ix 
 

ABSTRACT 

Handriani Permata, 2025 The Role of Excellent Service Event Organizers in Increasing 

Customer Loyalty (A Study of CV. Mulia Edutainment in Kediri City). Sharia Business 

Management Study Program, Faculty of Economics and Islamic Business. Advisors: (1) 

Dr. Nuril Hidayati, S.Fill, I., M.Hum (2) Choiril Anam, M.EI 

Keywords: Role, Excellent Service, Customer Loyalty 

This thesis is a scientific study that discusses the role of excellent service provided 

by event organizers in increasing customer loyalty at CV. Mulia Edutainment in Kediri 

City. This study aims to answer the questions of how excellent service is implemented by 

event organizers at CV. Mulia Edutainment and how excellent service provided by event 

organizers plays a role in increasing customer loyalty at CV. Mulia Edutainment. 

This research uses a descriptive qualitative approach. Data collection was carried 

out through observation, interviews, and documentation. Interviews were conducted by 

the researcher with related parties, including the director, assistant, manager, leader, 

Outbound and Tour employees, consumen and marketing staff. The researcher also 

checked the validity of the data, including researcher participation, observation, and 

triangulation. The final stages were the report writing stage. 

The results of this study are: (1) the implementation of excellent service at CV. 

Mulia Edutainment is carried out through the strengthening of the five dimensions of 

SERVQUAL, namely tangibles, reliability, responsiveness, assurance, and empathy. The 

company provides complete and modern physical facilities, compiles activity schedules 

professionally, and involves trained and responsive staff in providing services. In 

addition, the service approach also pays attention to Islamic values, such as sincerity, 

politeness, and commitment to customer satisfaction. (2) The excellent service 

implemented has proven to play an important role in increasing customer loyalty, as 

indicated by the increase in the number of loyal customers from year to year. Consumers 

feel valued through the personal, educational, and interactive services provided by the 

company. Humanistic marketing strategies and success in creating positive experiences 

for consumers are the main factors that build emotional attachment and consumer 

commitment to the company. Thus, excellent service is one of the main pillars in shaping 

the competitive advantage and business sustainability of CV. Mulia Edutainment amid 

the increasingly dynamic competition in the event organizer industry. 
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