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ANALISIS TINGKAT KEPUASAN DAN LOYALITAS KONSUMEN TERHADAP
PENYEDIA SARANA PRODUKSI PERTANIAN (CV. SUMBER JAYA AGRO MAKMUR
DESA BANGKOK, KEDIRI)

ANALYSIS OF CONSUMER SATISFACTION AND LOYALTY LEVELS TOWARDS
AGRICULTURAL PRODUCTION FACILITIES PROVIDERS (CV. SUMBER JAYA AGRO
MAKMUR, BANGKOK VILLAGE, KEDIRI)

Luthfi Novian Dhini Hari Santoso, Mubarokah, Dona Wahyuning Laily

ABSTRAK

Pemahaman terhadap tingkat kepuasan konsumen merupakan faktor strategis dalam menjaga
keberlanjutan usaha di tengah persaingan yang semakin kompetitif dan risiko perpindahan
konsumen ke pesaing. Penelitian ini bertujuan merumuskan strategi penguatan Kinerja berbasis
analisis kepuasan dan loyalitas konsumen pada CV. Sumber Jaya Agro Makmur. Metode yang
digunakan meliputi Importance Performance Analysis (IPA), Customer Satisfaction Index (CSI),
dan analisis deskriptif. Hasil penelitian menunjukkan nilai IPA sebesar 96,16%, yang
mengindikasikan kinerja perusahaan belum sepenuhnya memenuhi harapan konsumen,
sebagaimana ditunjukkan oleh adanya atribut pada kuadran | sebagai prioritas utama perbaikan.
Nilai CSI sebesar 78,4% menunjukkan bahwa konsumen berada pada kategori puas dan tingkat
loyalitas konsumen tergolong tinggi dengan persentase Committed Buyer sebesar 80% . Strategi
penguatan kinerja yang dapat diterapkan meliputi evaluasi kepuasan konsumen secara rutin,
pengembangan Sumber Daya Manusia melalui evaluasi kinerja, penerapan sistem kasir digital untuk
meningkatkan efisiensi operasional dan pengendalian stok, optimalisasi promosi, program loyalitas
pelanggan (loyalty program), dan pemanfaatan marketplace online untuk memperluas pasar dan
meningkatkan kepuasan konsumen secara berkelanjutan.

Kata kunci : Customer Satisfaction Index (CSI); Importance Performance Analysis (IPA); kepuasan
konsumen; loyalitas konsumen; strategi peningkatan kinerja.

ABSTRACT

Understanding the level of customer satisfaction is a strategic factor in maintaining business
continuity amidst increasingly competitive competition and the risk of customer switching to
competitors. This study aims to formulate a performance strengthening strategy based on the
analysis of customer satisfaction and loyalty at CV. Sumber Jaya Agro Makmur. The methods used
include Importance Performance Analysis (IPA), Customer Satisfaction Index (CSI), and descriptive
analysis. The results of the study showed an IPA value of 96.16%, which indicates that the company's
performance has not fully met customer expectations, as indicated by the existence of attributes in
quadrant | as the main priority for improvement. The CSI value of 78.4% indicates that customers
are in the satisfied category and the level of customer loyalty is high with a percentage of Committed
Buyers of 80%. Performance improvement strategies that can be implemented include regular
customer satisfaction evaluation, Human Resource development through performance evaluation,
implementation of a digital cashier system to improve operational efficiency and stock control,
promotion optimization, customer loyalty programs, and utilization of online markets to expand the
market and improve customer satisfaction in a sustainable manner.

Key words : Customer Satisfaction Index (CSI); Importance Performance Analysis (IPA); consumer
satisfaction; consumer loyalty; performance improvement strategies.
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