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ABSTRAK 

 

Analisis Service Recovery Untuk Meningkatkan Kepuasan 

Pelanggan Enggano Cabang Pagar Deewa Perspektif Ekonomi 

Islam. Oleh Setri Atdrianti, NIM. 1611130214 

 

Service recovery untuk meningkatkan kepuasan pelanggan 

Enggano Cabang Pagar Dewa telah didapatkan melalui beberapa 

interaksi yaitu berupa: Respons, Informasi, Tindakan, dan 

Kompensasi. Ini dilakukan agar konsumen menjadi lebih puas 

dan loyal kepada Enggano Department Store. Hal ini dapat dilihat 

dari kesesuaian harapan konsumen, adanya minat berkunjung 

kembali dan kesediaan merekomendasikan kepada konsumen 

lain. Berdasarkan hasil penelitian dan analisis didapatkan bahwa 

Penerapan service recovery di Enggano Department Store sudah 

memadai dengan menarik konsumen melalui sentuhan emosi 

untuk memperbaiki apa yang telah menjadi kesalahan dari pihak 

Enggano. Service Recovery pada Enggano Department Store 

sudah berjalan dengan efektif karena setelah dijalankannya 

service recovery, Enggano Department Store memiliki lebih 

banyak konsumen yang loyal kepada Enggano Department Store. 

Ditinjau dari perspektif etika bisnis Islam, kedua minimarket 

sudah melakukan pelayanan dengan indikator perspektif etika 

bisnis Islam sudah sesuai dengan tanggungjawab, kehendak 

(bebas) dan kesatuan (tauhid). 

 

Kata Kunci : Service Recovery, Pelanggan, Peningkatan, 

Kepuasan 
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ABSTRACT 

 

Analysis of Service Recovery to Increase Customer Satisfaction 

at Enggano Pagar Dewa Branch, Islamic Economic Perspective. 

By Setri Atdrianti, NIM. 1611130214 

 

 

Service recovery to increase customer satisfaction at Enggano 

Pagar Dewa Branch has been obtained through several 

interactions, namely in the form of: Response, Information, 

Action, and Compensation. This is done so that consumers 

become more satisfied and loyal to Enggano Department Store. 

This can be seen from the conformity of consumer expectations, 

the interest in visiting again and the willingness to recommend to 

other consumers. Based on the results of research and analysis, it 

was found that the implementation of service recovery at 

Enggano Department Store was sufficient by attracting 

consumers through emotional touch to correct what had been 

wrong on the part of Enggano. Service Recovery at the Enggano 

Department Store has been running effectively because after the 

service recovery has been carried out, the Enggano Department 

Store has more loyal customers to the Enggano Department Store. 

Viewed from the perspective of Islamic business ethics, the two 

minimarkets have provided services with indicators from an 

Islamic business ethics perspective that are in accordance with 

responsibility, will (freedom) and unity (tawhid). 

 

 

Keywords : Service Recovery, Customer, Improvement, 

Satisfaction 
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MOTTO 

 

1. "Berjalan pelan adalah cara tercepat untuk mencapai tempat 

yang Anda inginkan." 

2. Life is like riding a bicycle. To keep your balance, you must 

keep moving  (Hidup itu seperti mengendarai sepeda. Untuk 

menjaga keseimbangan, Anda harus terus bergerak) -Albert 

Einstein 

3. Today`s special moments are tomorrow`s memories (Momen 

spesial hari ini adalah kenangan hari esok) -Aladdin 2 the 

Return of Jafar). 
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