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ANALISIS TINGKAT KEPUASAN KONSUMEN TERHADAP PRODUK
BURGER MICROWAVE PADA CONVENIENCE STORE LAWSON
SURABAYA DALAM MENDUKUNG SDGs 12

ANALYSIS OF CONSUMER SATISFACTION LEVEL TOWARDS MICROWAVE
BURGER PRODUCTS AT LAWSON SURABAYA CONVENIENCE STORE IN
SUPPORTING SDGs 12

Beatrice Maria Charmenita Napitupulu, Sri Widayanti, Prasmita Dian Wijayati

ABSTRAK

Penelitian ini bertujuan menganalisis tingkat kepuasan konsumen terhadap produk
burger microwave Lawson Surabaya serta merumuskan rekomendasi strategis yang
mendukung implementasi Sustainable Development Goals (SDGs) 12 tentang
konsumsi dan produksi yang bertanggung jawab. Penelitian menggunakan
pendekatan kuantitatif deskriptif dengan metode Customer Satisfaction Index (CSI)
dan Importance Performance Analysis (IPA). Pengambilan sampel dilakukan
secara purposive sampling terhadap 97 responden yang pernah membeli dan
mengonsumsi burger microwave Lawson di Surabaya. Data dikumpulkan melalui
kuesioner, observasi, dan wawancara, kemudian dianalisis menggunakan SPSS dan
Microsoft Excel. Hasil penelitian menunjukkan bahwa tingkat kepuasan konsumen
terhadap burger microwave Lawson Surabaya berada pada kategori puas, dengan
nilai CSI sebesar 83,948%, yang menandakan bahwa produk dan layanan Lawson
telah memenuhi harapan konsumen. Berdasarkan analisis IPA, atribut yang menjadi
prioritas utama untuk diperbaiki meliputi harga yang terjangkau, rasa burger, desain
produk yang kekinian, serta edukasi konsumen terkait penggunaan microwave yang
sesuai. Sementara itu, atribut kualitas produk, kebersihan, kesesuaian porsi, dan
keamanan proses pemanasan dinilai memberikan tingkat kepuasan tinggi serta
mendukung target SDGs 12, khususnya pengurangan food waste dan penggunaan
kemasan yang aman. Penelitian ini merekomendasikan Lawson untuk
mempertahankan kualitas produk, meningkatkan inovasi desain dan cita rasa,
memperkuat edukasi konsumen, serta memperluas penggunaan kemasan ramah
lingkungan guna meningkatkan kepuasan konsumen sekaligus mendukung
keberlanjutan lingkungan.

Kata Kunci : kepuasan konsumen, burger microwave, Lawson Surabaya, customer
satisfaction index (CSI), importance performance analysis (IPA), SDGs 12.

ABSTRACT

This study aims to analyze the level of consumer satisfaction with Lawson
Surabaya's microwave burger products and formulate strategic recommendations
that support the implementation of Sustainable Development Goals (SDGs) 12 on
responsible consumption and production. The study used a descriptive quantitative
approach with the Customer Satisfaction Index (CSI) and Importance Performance
Analysis (IPA) methods. Sampling was carried out by purposive sampling of 97
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respondents who had purchased and consumed Lawson microwave burgers in
Surabaya. Data were collected through questionnaires, observations, and
interviews, then analyzed using SPSS and Microsoft Excel. The results showed that
the level of consumer satisfaction with Lawson Surabaya's microwave burgers was
in the satisfied category, with a CSI value of 83.948%, which indicates that
Lawson's products and services have met consumer expectations. Based on the IPA
analysis, the top priority attributes for improvement include affordable prices,
burger taste, contemporary product design, and consumer education regarding
appropriate microwave use. Meanwhile, the attributes of product quality,
cleanliness, portion suitability, and heating process safety were assessed to provide
a high level of satisfaction and support SDGs 12 targets, particularly reducing food
waste and using safe packaging. This study recommends that Lawson maintain
product quality, improve design and taste innovation, strengthen consumer
education, and expand the use of environmentally friendly packaging to increase
consumer satisfaction while supporting environmental sustainability.

Keywords : consumer satisfaction, microwave burger, Lawson Surabaya, customer
satisfaction index (CSI), importance performance analysis (IPA), SDGs 12
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