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ABSTRAK 
 

Laporan ini berjudul “ Penerapan Kualitas Pelayanan Cinema 21 ( XXI ) di 
Outlet Grand Metropolitan Bekasi “ dan disusun berdasarkan kegiatan Praktik 
Kerja Lapangan yang dilaksanakan selama tiga bulan di Cinema 21 ( XXI ) outlet 
Grand Metropolitan Bekasi. Tujuan dari Kegiatan magang ini adalah 
Mengidentifikasi dan mendeskripsikan praktik penerapan kualitas pelayanan 
diberbagai aspek operasional Cinema 21, Mengidentifikasi kendala dalam 
penerapan pelayanan yang berkualitas oleh seluruh frontliners di Cinema 21 serta 
mendapatkan pemahaman mengenai persepsi pelanggan terhadap kualitas 
pelayanan yang diberikan oleh Cinema 21. Metode magang ini dilakukan melalui 
metode Observasi. Selama magang berlangsung penulis terlibat langsung ke dalam 
proses pelayanan pada petugas di Cinema 21. Hasil pengamatan dan analisis 
menunjukan bahwa Cinema Grand Metropolitan XXI Bekasi telah menerapkan 
kelima dimensi kualitas layanan ( SERVQUAL ) . Yang ditunjukan dalam 
Tangibles (Bukti Fisik) melalui desain interior yang mewah dan menawan, kualitas 
proyektor dan sistem suara Dolby Atmos yang unggul, serta kebersihan yang 
terjaga dengan baik. Reliability (Keandalan) terwujud dari konsistensi dan akurasi 
layanan, seperti sambutan dari petugas keamanan dan transaksi yang cepat dan tepat 
oleh Guide. Responsiveness (Daya Tanggap) terlihat dari kepekaan tinggi karyawan 
terhadap kebutuhan pelanggan, terutama para waiters di area The Premiere yang 
responsif dan proaktif dalam memberikan solusi terbaik. Assurance (Jaminan) 
dibangun dengan pelayanan yang sopan, informasi yang jelas, serta profesionalisme 
petugas yang menciptakan rasa aman dan kepercayaan bagi pelanggan. Terakhir, 
Empathy (Empati) ditunjukkan melalui perhatian petugas terhadap detail kecil, 
seperti membantu pelanggan lanjut usia dan memberikan informasi yang relevan, 
yang menciptakan pengalaman personal dan menyentuh hati. Meskipun demikian, 
penulis menemukan beberapa kendala operasional yang berpotensi mengganggu 
kepuasan pelanggan, yaitu: pelanggaran klasifikasi batas usia melalui pembelian 
tiket M-Tix, keberatan pelanggan terhadap larangan membawa makanan dan 
minuman dari luar, dan tindakan merekam film di dalam studio. Berdasarkan 
temuan tersebut, laporan ini memberikan saran untuk meningkatkan sistem 
verifikasi usia pada aplikasi M-Tix, mengoptimalkan komunikasi kebijakan 
larangan makanan/minuman dari luar, dan meningkatkan pengawasan studio untuk 
mencegah pembajakan 
 

Kata Kunci: Service Quality, Frontliner, Cinema 21 (XXI), Kepuasan pelanggan. 
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ABSTRAC 
 

This report is titled "The Application of Service Quality at Cinema 21 (XXI), 
Grand Metropolitan Bekasi Outlet" and is based on a three-month internship 
program conducted at the Cinema 21 (XXI) Grand Metropolitan Bekasi outlet. The 
objectives of this internship were to: Identify and describe the practical application 
of service quality in various operational aspects of Cinema 21. Identify obstacles 
in implementing quality service by all front-line staff at Cinema 21. Gain an 
understanding of customer perceptions regarding the service quality provided by 
Cinema 21. The internship was carried out using an observation method, where the 
author was directly involved in the service processes performed by the staff at 
Cinema 21. The observations and analysis show that Cinema Grand Metropolitan 
XXI Bekasi has effectively implemented all five dimensions of service quality 
(SERVQUAL): Tangibles are demonstrated through the luxurious and attractive 
interior design, the superior quality of the projector and Dolby Atmos sound system, 
and the well- maintained cleanliness. Reliability is reflected in the consistency and 
accuracy of services, such as greetings from security officers and fast and precise 
transactions by the Guides. Responsiveness is evident in the staff's high sensitivity 
to customer needs, especially the waiters in The Premiere area, who are responsive 
and proactive in providing the best solutions. Assurance is built on courteous 
service, clear information, and staff professionalism, which creates a sense of safety 
and trust for customers. Empathy is shown through staff's attention to small details, 
such as assisting elderly customers and providing relevant information, which 
creates a personal and touching experience. Despite these strengths, the author 
identified several operational issues that could potentially affect customer 
satisfaction. These include: Violations of age classification rules through the 
purchase of tickets via the M-Tix app. Customer objections to the policy prohibiting 
outside food and beverages. Instances of film recording inside the cinema studio. 
Based on these findings, the report offers several recommendations to improve 
service quality, including enhancing the age verification system on the M-Tix 
application, optimizing communication of the no outside food/beverage policy, and 
increasing studio supervision to prevent piracy. 
 

Keywords: Service Quality, Frontliner, Cinema 21 (XXI), Customer Satisfaction 
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