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ANALISIS KEPUASAN DAN LOYALITAS KONSUMEN KOPI TEMPUR
DI DESA TEMPUR KABUPATEN JEPARA

Oleh
Dewi Setyaningsih

ABSTRAK

Kopi Tempur merupakan kopi yang dihasilkan dan dibudayakan dari Desa Tempur.
Kepuasan adalah keadaan yang dirasakan konsumen sesudah mengkonsumsi
sehingga mampu memperkirakan Kinerja produknya. Loyalitas sebagai kesediaan
konsumen melakukan pembelian ulang. Penelitian bertujuan menganalisis tingkat
kepuasan serta menganalisis faktor penentu loyalitas konsumen. Metode penelitian
menggunakan metode survei. Penelitian dilakukan di kedai-kedai kopi Desa
Tempur, Kecamatan Keling, Kabupaten Jepara. Penentuan lokasi penelitian
dilakukan secara purposive. Pengambilan sampel menggunakan metode accidental
sampling sebanyak 100 orang responden. Data penelitian dikumpulkan berupa data
primer dan sekunder. Data primer melalui wawancara kepada konsumen kopi
Tempur dan data sekunder melalui literatur jurnal serta instansi terkait. Analisis
data penelitian menggunakan deskriptif kuantitatif dan statistik. Tingkat kepuasan
konsumen menggunakan metode Importance Performance Analysis dan metode
Consumer Satisfaction Index. Faktor loyalitas konsumen menggunakan regresi
linier berganda. Analisis IPA diperoleh hasil 13 atribut untuk dipertahankan, 10
atribut sebagai prioritas rendah, dan 2 atribut berlebihan. Atribut penelitian terdiri
dari kualitas produk, tempat, rasa, harga, dan emosional. Analisis CSI diperoleh
nilai sebesar 79,56%, artinya kepuasan konsumen termasuk kategori puas terhadap
fasilitas serta pelayanan yang diberikan. Hasil analisis regresi linier berganda
diperoleh faktor loyalitas konsumen secara bersama-sama sangat nyata,
dipengaruhi variabel kualitas produk, harga, promosi, dan kemasan. Sedangkan,
hasil analisis jalur terdapat pengaruh langsung dan tidak langsung antara variabel
kualitas produk, tempat, rasa, harga, dan emosional dengan variabel kepuasan serta
loyalitas konsumen.

Kata kunci: kepuasan konsumen, loyalitas konsumen, kopi, IPA, CSI



ANALYSIS OF COFFEE TEMPUR SATISFACTION AND LOYALTY IN
TEMPUR VILLAGE, JEPARA DISTRICT

ABSTRACT

Tempur Coffee is coffee produced and cultivated from Tempur Village. Satisfaction
is a state felt by consumers after consuming so they can estimate the performance
of their products. Loyalty as the willingness of consumers to make repeat
purchases. The research aims to analyze the level of satisfaction and to analyze the
determinants of consumer loyalty. The research method uses a survey method. The
research was conducted in Tempur Village coffee shops, Keling District, Jepara
Regency. The determination of the research location was carried out purposively.
Sampling using accidental sampling method as many as 100 respondents. The
research data was collected in the form of primary and secondary data. Primary
data through interviews with Tempur coffee consumers and secondary data through
journal literature and related institutions. Analysis of research data using
guantitative descriptive and statistics. The level of consumer satisfaction uses the
Importance Performance Analysis method and the Consumer Satisfaction Index
method. Consumer loyalty factor using multiple linear regression. IPA analysis
resulted in 13 attributes to be maintained, 10 attributes as low priority, and 2
attributes as excessive. The research attributes consist of product quality, place,
taste, price, and emotion. CSI analysis obtained a value of 79.56%, meaning that
customer satisfaction is included in the category of satisfaction with the facilities
and services provided. The results of multiple linear regression analysis obtained
that the consumer loyalty factor was very significant together, influenced by the
variables of product quality, price, promotion, and packaging. Meanwhile, the
results of the path analysis show that there are direct and indirect influences
between the variables of product quality, place, taste, price, and emotion with the
variables of customer satisfaction and loyalty.

Keywords: consumer satisfaction, consumer loyalty, coffee, IPA, CSI
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