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RINGKASAN

Ari Prabowo. 201910215260. Analisis Kepuasan Pelanggan
Menggunakan Metode Customer Satisfaction Index (CSI) Dan
Importance Performance Analysis(IPA) Di BW EATRY.

BW EATRY adalah perusahaan industri makanan dan minuman
menawarkan berbagai layanan kuliner. Rata-rata komplain pelanggan dalam
satu tahun sebesar 3,8% yang dimana melebihi dari target komplain
perusahan sebesar 1%. Untuk itu diperlukan analisis penelitian bertujuan
meningkatkan kepuasan customer BW EATRY dan menentukan apa saja
yang harus dipertahankan,diperbaiki dan dikurangi intensitasnya untuk
kepuasan pelanggan menggunakan metode Customer Satisfacition Index
(CSI) dan Importance Performance Index (IPA).Hasil perhitungan dengan
metode Customer Satisfaction Index (CSI) nilai kepuasan pelanggan sebesar
45,87% diartikan pelanggan cukup puas dengan pelayanan diberikan oleh
pelanggan BW EATRY. Penelitian menggunakan metode Important
Performance Analysis (IPA) ditemukan atribut-atribut yang harus
dipertahankan,diperbaiki,dan intensitasnya dikurangin, atribut-atribut yang
harus  dipertahankan vyaitu (packing/kemasan yang rapih dan
bagus,pengetahuan pegawai,pelayanan pegawai yang cepat,pegawai cepat
dalam menanggapi keluhan,dan pegawai memiliki pengetahuan yang
lengkap. Harus diperbaiki pada atribut (pegawai selalu menyakan produk apa
saja yang dibutuhkan customer),dan harus dikurangi intesnsitasnya pada
atribut (sikap pegawai yang ramah) dan atribut (pegawai memberikan
pelayanan baik kepada customer,selalu menjaga qualitas bahan-bahan
makanan,pegawai menjamin tidak adanya keterlambatan
pengiriman,pegawai memberikan informasi promo,memberikan informasi
terkait barang kepada pelanggan). Maka dari itu analisis ini memberikan
pemahaman lebih dalam kepuasan pelanggan yang mengidentifikasi atribut-
atribut apa saja yang harus dipertahankan,diperbaiki,dan intensitasnya
dikurangi dalam meningkatkan strategi pelayanan dan memaksimalkan
kepuasan pelanggan.

Kata Kunci: Qualitas,Kepuasan, CSI, IPA
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SUMMARY

Ari  Prabowo. 201910215260. Analysis of Customer
Satisfaction Using the Customer Satisfaction Index (CSI) and
Importance Performance Analysis (IPA)Methods at BW EATRY.

BW EATRY is a company in the food and beverage industry
offering a variety of culinary services. The average customer complaint
in one year is 3.8%, which exceeds the company's complaint target of
1%. For this reason, research analysis is needed aimed at increasing
BW EATRY customer satisfaction and determining what needs to be
maintained, improved and reduced in intensity for customer
satisfaction using the Customer Satisfaction Index (CSI) and
Importance Performance Index (IPA) methods. Calculation results
using the Customer Satisfaction Index method ( CSI) customer
satisfaction value of 45.87% means thatcustomers are quite satisfied
with the service provided by BW EATRY customers. Based on the
Important Performance Analysis (IPA) method, attributes that must be
maintained, improved and reduced in intensity are found. The
attributes that must be maintained are (neat and good packaging,
employee knowledge, fast employee service, employees who respond
quickly. complaints, and employees havecomplete knowledge), must be
improved on attributes (employees always ask whatproducts customers
need), and the intensity must be reduced on attributes (friendlyattitude
of employees) and attributes (employees provide good service to
customers, always maintaining the quality of food ingredients,
employees guaranteeing there are no delays in delivery, employees
providing promotional information, providinginformation regarding
goods to customers). Therefore, this analysis provides a deeper
understanding of customer satisfaction which identifies what attributes
mustbe maintained, improved and reduced in intensity in improving
service strategies and maximizing customer satisfaction.

Keywords:Quality, Satisfaction, CSI, IPA
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