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"“*Fakultas Pertanian, Universitas Pembangunan Nasional “Veteran™ Jawa Timur

ABSTRAK

Penelitian ini bertujuan untuk mengetahui karakteristik, kepuasan serta
loyalitas konsumen Excelso Cafe Jemursari Surabaya. Penelitian dilakukan pada
bulan September — Oktober 2022 di Excelso Cafe Jemursari, jumlah responden 100
orang yang dipilih secara non probability dengan metode insidental sampling.
Metode dalam penelitian ini menggunakan analisis deskriptif, CSI dan IPA.
Pengumpulan data primer dilakukan dengan pengisian kuisioner oleh responden,
dan data sckunder diperoleh dari jurnal, buku, dan literatur terdahulu . Hasil
penelitian menunjukkan bahwa konsumen yang paling banyak berkunjung berjenis
kelamin perempuan, dengan rata-rata konsumen di usia produktif 22-27 tahun,
pendidikan terakhir sarjana/diploma, status pernikahan belum menikah, dan
memiliki pendapatan per bulan Rp 2.500.000 - Rp 5.000.000 serta merupakan
pegawai negeri/swasta. Konsumen Excelso Cafe Jemursari merasa puas terhadap
produk dan pelayanan yang diberikan. Atribut yang harus dipertahankan
berdasarkan Importance Performance Indeks adalah harga, rasa, kebersihan, dan
keramahan pegawai. Pengukuran Customer Satisfaction Indeks konsumen Excelso
Cafe Jemursari terhadap atribut yang diterapkan adalah sebesar 76.20%, yang
berarti konsumen berada pada kategori puas terhadap produk dan pelayanan yang
diberikan. Loyalitas konsumen sudah baik, karena jumlah committed buyer sebesar
96% lebih tinggi dari switcher buyer sebesar 40% . Hal ini menunjukkan bahwa
konsumen bersedia untuk melakukan pembelian ulang dan merekomendasikan ke

pihak lain.

Kata kunci: Karakteristik, kepuasan, loyalitas, kopi, IPA, CSI
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ABSTRACT

This study aims to determine the characteristics, satisfaction and loyalty of
consumers Excelso Cafe Jemursari Surabaya. The research was conducted in
September - October 2022 at Excelso Cafe Jemursari, the number of respondents
was 100 people who were selected non-probabilityly using the incidental sampling
method. The method in this study uses descriptive analysis, CSI and IPA. Primary
data collection was carried out by filling out questionnaires by respondents, and
secondary data was obtained from journals, books and previous literature. The
results showed that the consumers who visited the most were female, with an
average consumer in the productive age of 22-27 years, last education
bachelor/diploma, marital status was not married, and had a monthly income of
IDR 2.500,000 - IDR 5,000. 000 and is a civil servant / private. Excelso Cafe
Jemursari's consumers are satisfied with the products and services provided.
Attributes that must be maintained based on the Importance Performance Index are
price, taste, cleanliness, and employee friendliness. Measurement of Customer
Satisfaction Excelso Cafe Jemursari's consumer index on the attributes applied is
76.20%. which means consumers are in the category of satisfaction with the
products and services provided. Consumer loyalty is good, because the number of
committed buyers is 96% higher than switcher buyers, which is 40%. This shows
that consumers are willing to make repeat purchases and recommend to other

parties.

Keywords: Willingness to Pay, Beef. Logistic Regression, Consumer, CVM
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