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ABSTRAK

Iglima Rizki Nur Annisa NIM 04020421036, 2024,
Kualitas Pelayanan Prima Dalam Meningkatkan Kepuasan
Donatur di Lembaga Amil Zakat Dompet Amanah Umat
Sidoarjo.

Penelitian ini bertujuan untuk menganalisis prinsip-
prinsip Kualitas Pelayanan Prima Dalam Meningkatkan
Kepuasan Donatur di Lembaga Amil Zakat Dompet Amanah
Umat Sidoarjo, serta implementasi dari prinsip-prinsip kualitas
pelayanan prima.

Pada penelitian ini, peneliti menggunakan metode
penelitian kualitatif dengan jenis penelitian deskriptif. Teknik
pengumpulan data yang digunakan adalah wawancara,
observasi, dan dokumentasi. Teknik validitas data yang
digunakan adalah triangluasi sumber data dan teknik.

Hasil dari penelitian ini adalah Dompet Amanah Umat
Sidoarjo mampu menciptakan prinsip-prinsip pelayanan dalam
meningkatkan kepuasan donatur, berikut prinsip-prinsip
kualitas pelayanan prima yang dimiliki oleh Dompet Amanah
Umat. Pertama; | kemampuan, | lembaga . mampu; dalam
memberikan pelayanan prima kepada masyarakat melalui
kehadiran staf pelayanan yang terampil dalam komunikasi dan
professional dalam menjalankan tugasnya. Kedua sikap,
Dompet Amanah Umat melalui bagian customer service nya,
selalu mengutamakan sikap yang ramah, baik, sopan, dan
responsive dalam memberikan pelayanan. Ketiga tindakan,
mampu memberikan kemudahan kepada para donatur maupun
masyarakat yang datang dengan permasalahan-permasalahan
yang dimiliki. Keempat tanggung jawab, lembaga mampu
mengutamakan transparansi laporan dalam menjalankan
program-programnya.
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Sedangkan  penerapan  prinsip-prinsip  kualitas
pelayanan prima dalam meningkatkan kepuasan donatur
sebagai berikut. Profesionalitas dalam memberikan pelayanan,
lembaga berupaya menjaga kualitas dan pemahaman petugas
pelayanan agar dapat melayani kebutuhan spesifik donatur
dengan relevan dan tepat asaran. Bersikap infromatif dalam
kepada donatur yang merasa bingung atau ketidak tahuannya
tentang lembaga dan program-program yang berjalan.
Transparansi melalui pelaporan yang jelas dan rutin terkait
program Kkerja, pengelolaan dana, serta hasil yang dicapai.
Menciptakan pengalaman donatur dan masyarakat yang
responsive dan solutif, pelayanan dilakukan dengan sepenuh
hati, tanpa adanya niat memanfaatkan donatur, serta disertai
sikap ramah dan upaya untuk mempermudah urusan mereka.

Kata kunci: Kualitas Pelayanan Prima, Kepuasan, Prinsip-
prinsip, Implementasi

viii



ABSTRACT

Iglima Rizki Nur Annisa NIM 04020421036, 2024,
Excellent Service Quality in Increasing Donor Satisfaction at
the Amil Zakat Institution Dompet Amanah Umat Sidoarjo.
This research aims to analyze the principles of Excellent
Service Quality in Increasing Donor Satisfaction at the Amil
Zakat Dompet Amanah Umat Sidoarjo Institution, as well as
the implementation of the principles of excellent service
quality.

In this research, researchers used qualitative research
methods with descriptive research type. The data collection
techniques used were interviews, observation and
documentation. The data validity technique used is
triangulation of data sources and techniques.

The results of this research are that Dompet Amanah
Umat Sidoarjo is able to create service principles to increase
donor satisfaction, along with the principles of excellent
service quality possessed by Dompet Amanah Umat. Firstly,
ability, the institution is able to provide excellent service to the
community through the presence of service staff wha are skilled
in communication and professional in carrying out their duties.
Secondly, Dompet Amanah Umat, through its customer service
department, always prioritizes a friendly, kind, polite and
responsive attitude in providing service. These three actions
are able to provide convenience to donors and the public who
come with their problems. Fourth responsibility, the institution
is able to prioritize report transparency in carrying out its
programs.

Meanwhile, the application of the principles of
excellent service quality in increasing donor satisfaction is as
follows. Professionalism in providing services, the institution
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strives to maintain the quality and understanding of service
personnel so that they can serve the specific needs of donors in
a relevant and appropriate manner. Be informative to donors
who feel confused or don't know about the institution and the
programs that are running. Transparency through clear and
routine reporting regarding work programs, fund management
and the results achieved. Creating a responsive and solution-
oriented donor and community experience, service is carried
out wholeheartedly, without any intention of taking advantage
of donors, and is accompanied by a friendly attitude and efforts
to make their affairs easier.

Keywords: Excellent Service Quality, Satisfaction, Principles,
Implementation
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