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ABSTRAK 

Tingkat persaingan bisnis serta semakin kompleksnya variable yang 
mempengaruhi keputusan konsumen, membuat proses untuk memahami perlaku 
keputusan pembelian konsumen menjadi semakin rumit. Tujuan penelitian ini 
menganalisis prefensi konsumen terhadap atribut-atribut Mafia Gedang, 
mengidentifikasi atribut apa yang paling dipertimbangkan oleh konsumen dan 
menganalisis kepuasan konsumen terhadap atribut olahan pisang Mafia Gedang 
di kota Surabaya. Metode analisis data berupa Importance and Performance 
(IPA) dan Customer Satisfaction Index (CSI). Hasil penelitian menunjukkan 

atribut produk olahan pisang yang menjadi prefensi konsumen Mafia Gedang di 
Kota Surabaya yaitu harga olahan pisang yang terjangkau, rasa yang diberikan 
bervariasi dengan tambahan topping yang beraneka ragam, kemasan yang 
menarik sesuai dengan ukuran produk, pelayanan yang diberikan oleh pegawai 
memiliki keramahan dan kesopanan, serta penyajian produk yang cepat disajikan 
dan tahan hangat. Berdasarkan analisis importance and performance analysis, 

produk olahan pisang di booth Mafia Gedang di Kota Surabaya perlu 
mempertahankan kinerjanya. Atribut yang masuk dalam kuadran ini yaitu harga 
yang sudah sesuai dengan fasilitas yang diberikan. Kepuasan konsumen 
terhadap produk olahan pisang di Mafia Gedang sebesar 69,07 % yang 
dikategorikan tinggi atau dikatakan puas. Nilai CSI konsumen terhadap atribut 
Mafia Gedang termasuk kedalam kategori puas, artinya konsumen sudah merasa 
puas dengan kinerja atribut-atribut Mafia Gedang. 
 
Kata Kunci: Pisang, preferensi, kinerja, kepentingan. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

ABSTRACT 
 
The level of business competition and the increasing complexity of the variables 
that influence consumer decisions, make the process of understanding the 
behavior of consumer buying decisions even more complicated. The purpose of 
this study is to analyze consumer preferences for the attributes of Mafia Gedang, 
identify which attributes are most considered by consumers and analyze 
consumer satisfaction with the attributes of processed Mafia Gedang bananas in 
the city of Surabaya. Data analysis methods include Importance and 
Performance (IPA) and Customer Satisfaction Index (CSI). The results showed 
that the attributes of processed banana products that are the preference of Mafia 
Gedang consumers in Surabaya City, namely the price of processed bananas 
that are affordable, the flavors provided vary with the addition of various toppings, 
attractive packaging according to product size, the service provided by 
employees is friendly and politeness, as well as presentation of products that are 
quickly served and keep warm. Based on the importance and performance 
analysis, processed banana products at the Mafia Gedang booth in Surabaya 
City need to maintain their performance. The attributes included in this quadrant 
are prices that are in accordance with the facilities provided. Consumer 
satisfaction with processed banana products at Mafia Gedang is 69.07% which is 
categorized as high or said to be satisfied. The consumer's CSI value for the 
Mafia Gedang attributes is included in the satisfied category, meaning that the 
consumer is satisfied with the performance of the Mafia Gedang attributes. 
 
Keywords: Banana, preference, performance, importance 
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