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MOTTO 
 

 

 

“Start now. Start where you are. Start with fear. Start with pain. Start with doubt. 

Start with hand shaking. Start with voice trembling; but start. Start and don’t stop. 

Start where you are, with what you have. Just start”. 

 

 
“Sesungguhnya Bersama kesukaran itu ada kemudahan, karena itu bila kau telah 

selesai (mengerjakan yang lain) dan kepada tuhan, berharaplah” 

(QS Al Insyirah: 6-8) 
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ABSTRAK 

 
Laila Afifatun Nadiyah 

702020001 

PENGARUH IMPLEMENTASI KUALITAS PELAYANAN BERBASIS 

MUSLIM FRIENDLY SERVICES TERHADAP KEPUASAN 

PELANGGAN DAARUL JANNAH COTTAGE 

2024; 93 halaman; 15 tabel; 20 gambar; 11 lampiran. 

Populasi muslim dunia terus meningkat setiap tahunnya dan didominasi masyarakat 

Asia. Data menunjukan bahwa kunjungan masyarakat Asia untuk berwisata memilih 

negara-negara terdekat. Indonesia memiliki peluang besar untuk meningkatkan 

pariwisata halal yang salah satunya adalah hotel ramah muslim. Kajian mengenai hotel 

ramah muslim di Indonesia masih sangat jarang dan kurang diperhatikan. Daarul 

Jannah Cottage sebagai hotel ramah muslim, belum memiliki standar acuan hotel 

ramah muslim dengan baik. Penelitian ini bertujuan untuk mengetahui bagaimana 

kinerja kualitas pelayanan berbasis muslim friendly services, bagaimana kepuasan 

pelanggan terhadap kualitas pelayanan berbasis muslim friendly services, dan nilai 

pengaruh dari kualitas pelayanan berbasis muslim friendly services terhadap kepuasan 

pelanggan. Metode penelitian yang digunakan dalam penelitian ini adalah metode 

service Quality, Importance Performance Analysis, dengan teknik analisis regresi linier 

sederhana. Hasil dari penelitian ini menunjukan bahwa kinerja muslim friendly services 

telah dilaksanakan secara keseluruhan dengan tingkat kinerja yang didominasi sudah 

sesuai. Kepuasan pelanggan terukur dengan total skor gap bernilai positif sebesar 0,07 

yang berarti bahwa kinerja telah sesuai dengan ekspektasi pelanggan Nilai pengaruh 

variabel kualitas pelayanan berbasis muslim friendly services terhadap kepuasan 

pelanggan sebesar 52,7% dan 47,3% dipengaruhi indikator yang tidak disebutkan 

dalam penelitian ini. Dengan melakukan pelatihan kepada karyawan, meningkatkan 

nilai branding, dan pengajuan sertifikasi halal akan mengoptimalkan pengaruh muslim 

friendly services terhadap kepuasan pelanggan. 

Kata kunci: Muslim Friendly Services, Kepuasan Pelanggan, Muslim Friendly Hotel, 

Kualitas Pelayanan. 
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ABSTRACT 

 
Laila Afifatun Nadiyah 

702020001 

THE INFLUENCE OF IMPLEMENTING QUALITY OF SERVICES BASED ON 

MUSLIM FRIENDLY SERVICES ON CUSTOMER SATISFACTION AT 

DAARUL JANNAH COTTAGE 

2024; 93 page; 15 table; 20 pictures; 11 attachment. 

The world's Muslim population continues to increase every year and is dominated by 

Asian people. Data shows that Asian people's visits to travel choose nearby countries. 

Indonesia has a great opportunity to increase halal tourism, one of which is Muslim- 

friendly hotels. Studies on Muslim-friendly hotels in Indonesia are still very rare and 

lack attention. Daarul Jannah Cottage as a Muslim-friendly hotel does not yet have a 

good reference standard for Muslim-friendly hotels. This study aims to determine how 

the performance of service quality based on Muslim friendly services, how customer 

satisfaction with service quality based on Muslim friendly services, and the value of 

the influence of service quality based on Muslim friendly services on customer 

satisfaction. The research method used in this study is the Service Quality method, 

Importance Performance Analysis, with a simple linear regression analysis technique. 

The results of this study indicate that the performance of Muslim friendly services has 

been implemented as a whole with a performance level that is dominated by being 

appropriate. Customer satisfaction is measured by a total positive gap score of 0.07, 

which means that performance is in accordance with customer expectations. The value 

of the influence of the variable of service quality based on Muslim friendly services on 

customer satisfaction is 52.7% and 47.3% is influenced by indicators not mentioned in 

this study. By providing training to employees, increasing branding value, and 

submitting halal certification, the influence of Muslim friendly services on customer 

satisfaction will be optimized. 

Key Word: Muslim Friendly Services, Customer Satisfaction, Muslim Friendly Hotel, 

Services Quality. 
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