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Makanan Dan Pelayanan Terhadap Tingkat Kepuasan Pelanggan Rumah
Makan Nasi Krawu Bu Tiban

Food and Service to the Level of Customer Satisfaction of Krawu Bu Tiban
Rice Restaurant

ABSTRAK

Rumah makan Nasi Krawu Bu Tiban adalah UMKM dalam sektor kuliner
yang menjual makanan tradisional khas Gresik yang menjadi pelopor rumah
makan nasi krawu di Gresik dan memiliki citra yang baik dimata pelanggannya.
Tujuan penelitian ini yaitu 1) menganalisis tingkat kepentingan dan kinerja atribut
di Rumah Makan Nasi Krawu Bu Tiban, 2) menganalisis persentase tingkat
kepuasan pelanggan di Rumah Makan Nasi Krawu Bu tiban. Penelitian ini
menggunakan metode Importance Performance Analysis (IPA) dan Customer
Satisfaction Index (CSI) untuk mengukur tingkat kepuasan pelanggan saat ini.
Hasil penelitian menunjukkan bahwa nilai CSI sebesar 76,37%.yang berarti
bahwa konsumen merasa puas terhadap layanan atau kinerja yang diberikan.
Sedangkan untuk hasil analisis Importance Performance Analysis (IPA), terdapat
1 atribut pada kuadran I (prioritas utama), 16 di kuadran Il (pertahankan prestasi),
7 di kuadran Il (prioritas rendah), dan 3 di kuadran IV (berlebihan). Hasil ini
menunjukkan bahwa masih perlu adanya peningkatan layanan untuk atribut yang
memiliki tingkat kepuasan konsumen yang rendah namun memiliki tingkat
kepentingan tinggi agar tercapai kepuasan yang maksimal.

Kata Kunci: Kepuasan Konsumen, Kinerja, dan Kepentingan
ABSTRAK

Nasi Krawu Bu Tiban restaurant is an MSME in the culinary sector that
sells traditional Gresik food which is the pioneer of krawu rice restaurant in
Gresik and has a good image in the eyes of its customers. The objectives of this
study are 1) Analyzing the level of importance and performance of attributes at
Nasi Krawu Bu Tiban Restaurant, 2) Analyzing the percentage of customer
satisfaction level at Nasi Krawu Bu Tiban Restaurant. This study uses the
Importance Performance Analysis (IPA) and Customer Satisfaction Index (CSI)
methods to measure the current level of customer satisfaction. The results showed
that the CSI value was 76.37%, which means that consumers were satisfied with
the service or performance provided. As for the results of Importance
Performance Analysis (IPA) analysis, there are 1 attribute in quadrant 1 (top
priority), 16 in quadrant Il (maintain achievement), 7 in quadrant Il (low
priority), and 3 in quadrant IV (excessive). These results indicate that there is still
a need to improve services for attributes that have a low level of consumer
satisfaction but have a high level of importance in order to achieve maximum
satisfaction.

Keyword: Consumer Satisfaction, Perform Importance
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