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ABSTRAK

Penelitian ini bertujuan untuk menganalisis persepsi pelanggan terhadap kualitas pelayanan
Fore Coffee MT Haryono Balikpapan pada saat jam sibuk (rush hour). Metode penelitian
yang digunakan adalah kualitatif fenomenologi dengan pengumpulan data melalui
observasi dan wawancara mendalam terhadap tujuh informan. Hasil penelitian
menunjukkan bahwa integrasi teknologi melalui aplikasi mobile, khususnya fitur pre-order,
dipersepsikan sangat positif karena efektif meminimalisir waktu antrean fisik. Selain faktor
teknologi, ketangkasan dan profesionalisme komunikasi staf barista saat tekanan kerja
tinggi menjadi elemen kunci dalam menjaga kepuasan pelanggan. Meskipun demikian,
kapasitas area tunggu yang terbatas saat jam puncak masih menjadi kendala bagi
kenyamanan pelanggan. Penelitian ini menyimpulkan bahwa sinergi antara inovasi digital
dan kompetensi interpersonal staf merupakan penentu utama keberhasilan pelayanan Fore

Coffee di kawasan strategis.

Kata Kunci: Persepsi Pelanggan, Kualitas Pelayanan, Rush Hour, Fore Coftee.
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ABSTRACT

This study aims to analyze customer perceptions of service quality at Fore Coffee MT
Haryono Balikpapan during rush hour. The research method used is qualitative
phenomenological approach, with data collected through observation and in-depth
interviews with seven informants. The results show that technology integration via the
mobile application, particularly the pre-order feature, is perceived very positively as it
effectively minimizes physical queuing time. In addition to technological factors, the agility
and professional communication of the baristas under high work pressure are key elements
in maintaining customer satisfaction. However, limited waiting area capacity during peak
hours remains a constraint for customer comfort. This study concludes that the synergy
between digital innovation and staff interpersonal competence is the main determinant of
Fore Coffee's service success in strategic areas.

Keywords: Customer Perception, Service Quality, Rush Hour, Fore Coffee
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