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ANALISIS KEPUASAN KONSUMEN DALAM PEMBELIAN PRODUK 

KURMA LAWANG AGUNG DI KOTA SURABAYA 

 

ANALYSIS OF CONSUMER SATISFACTION IN PURCHASING LAWANG 

AGUNG DATE PRODUCTS IN SURABAYA CITY  

 

Iwan Kurniawan Efendy, Sri Widayanti, Mirza Andrian Syah  

ABSTRAK 

Lawang Agung saat melakukan bisnisnya menghadapi masalah yaitu 

penjualannya bersifat stagnan, sehingga penting untuk diketahuinya kepuasan 

pelanggan karena keinginan pelanggan akan memberikan masukan penting bagi 

perusahaan untuk merancang strategi pemasaran agar dapat menciptakan pelanggan 

yang loyal dan dapat bertahan dalam bersaing di pasar. Tujuan penelitian ini adalah 

untuk mengidentifikasi karakteristik konsumen, mengidentifikasi tingkat kepuasan 

konsumen, dan mengidentifikasi tingkat kepentingan atribut terhadap kepuasan 

konsumen kurma di outlet Lawang Agung di Kota Surabaya. Dalam penelitian ini 

digunakan alat penelitian Importance Performance Analysis (IPA) dan Customer 

Satisfaction Index (CSI). Terdapat 5 Variabel yaitu Harga, Produk, Kemudahan 

Memperoleh, Kemasan, dan Desain Kemasan. Hasil dari perhitungan CSI yaitu 

60,7% yang berarti konsumen cukup puas dengan produk kurma Lawang Agung. 

Hasil dari perhitungan IPA didapatkan 6 atribut yang perlu dilakukan perbaikan 

pada perhitungan tingkat kesesuaian dengan kepentingan pelanggan yaitu harga jual 

produk yang terjangkau, harga produk yang sesuai dengan kualitas, rasa produk, 

aroma produk, dan logo branding. Hasil perhitungan dapat dijadikan sebagai bahan 

evaluasi terhadap faktor-faktor atau atribut yang harus dilakukan perbaikan bagi 

pihak Lawang Agung dalam upaya melakukan peningkatan kualitas produk 

terhadap pelanggan. 

 

Kata Kunci : CSI, IPA, Kepuasan, Konsumen 

 

ABSTRACT 

Lawang Agung faced challenges in his business as sales were stagnant, so 

it is important to know customer satisfaction because customer desires will provide 

important input for companies to design marketing strategies in order to create 

loyal customers and can survive in competing in the market. The purpose of this 

study was to identified consumer characteristics, identified the level of consumer 

satisfaction, and identified the level of importance of attributes to date palm 

consumer satisfaction at Lawang Agung outlets in Surabaya City. In this study, 

Importance Performance Analysis (IPA) and Customer Satisfaction Index (CSI) 

research tools were used. There were 5 variables, namely Price, Product, Ease of 

Acquisition, Packaging, and Packaging Design. The result of the CSI calculation 

was 60.7%, which means consumers were quite satisfied with Lawang Agung date 

products. The results of the IPA calculation obtained 6 attributes that needed to be 

improved in the calculation of the level of conformity with customer interests, 

namely affordable product selling prices, product prices that were in accordance 

with quality, product taste, product aroma, and branding logos. The calculation 
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results could be used as material for evaluating factors or attributes that had to be 

improved for Lawang Agung in an effort to improve the quality of 

product to customers. 

 

Keywords : CSI, IPA, Satisfaction, Consumer 
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