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ANALISIS TINGKAT KEPUASAN KONSUMEN MELON
DI HORTIMART AGRO CENTER
KABUPATEN SEMARANG

ABSTRAK

Kepuasan konsumen merupakan keadaan dimana konsumen mengharapkan produk
atau jasa yang sesuai dengan keinginan. Penelitian bertujuan untuk menganalisis
tingkat kepuasan konsumen, dan menganalisis faktor-faktor yang mempengaruhi
kepuasan konsumen Melon Hortimart Agro Center. Hasil penelitian bermanfaat
sebagai bahan pertimbangan dalam menentukan kebijakan yang akan diambil
Hortimart Agro Center untuk meningkatkan kepuasan konsumen. Penelitian
dilakukan pada bulan Februari sampai Maret 2023. Lokasi penelitian dilakukan di
Hortimart Agro Center. Metode penelitian yang digunakan adalah survey. Jumlah
responden ditentukan dengan metode accidental sampling dengan jumlah sebanyak
100 konsumen. Analisis data menggunakan analisis Importance Performance
Analysis (IPA) dan Customer Satisfaction Index (CSI) untuk menganalisis tingkat
kepuasan konsumen Melon Hortimart Agro Center, dan analisis regresi logistik
untuk menganalisis pengaruh kualitas produk, harga, kualitas pelayanan, dan
promosi terhadap kepuasan konsumen Melon Hortimart Agro Center. Hasil
penelitian menunjukkan bahwa Atribut desain dan publisitas promosi terdapat pada
Kuadran I. Atribut kualitas, rasa, daya tahan, manfaat, harga yang sesuai dengan
kualitas, serta pelayanan karyawan Hortimart yang handal dan cepat tanggap
terdapat pada Kuadran Il. Atribut harga yang terjangkau daripada harga di tempat
lain dan promosi Hortimart melalui media iklan dan brosur terdapat pada Kuadran
I1l. Tidak terdapat atribut pada Kuadran 1V. Nilai kepuasan konsumen Melon di
Hortimart Agro Center mencapai 83,05% termasuk pada kategori sangat puas.
Secara simultan kualitas produk, harga, kualitas pelayanan dan promosi
berpengaruh sangat nyata (p<0,01) terhadap kepuasan konsumen Melon Hortimart
Agro Center. Sedangkan secara parsial kualitas produk, harga, dan promosi
berpengaruh nyata (p<0,05) terhadap kepuasan konsumen Melon Hortimart Agro
Center.

Kata Kunci: Melon, Hortimart, IPA, CSl, regresi logistik.



ANALYSIS OF MELONS SATISFACTION LEVEL
AT HORTIMART AGRO CENTER
SEMARANG DISTRICT

ABSTRACT

Consumer satisfaction is a situation where consumers expect products or services
that are in accordance with their wishes. The study aimed to analyze the level of
customer satisfaction, and to analyze the factors that affect customer satisfaction
of Melon Hortimart Agro Center. The research was expected to bring benefit in
determining the policies taken by the Hortimart Agro Center to increase Melon
customer satisfaction. The research was conducted from February to March 2023.
The research location was at Hortimart Agro Center. The research method used in
the study was a survey. The number of respondents was determined by accidental
sampling method with total 100 customers. Data were analysed using Importance
Performance Analysis (IPA) and Customer Satisfaction Index (CSI) analysis to
analyze the level of customer satisfaction, and logistic regression analysis to
analyze the effect of product quality, price, service quality, and promotion on
customer satisfaction of Melon Hortimart Agro Center. The research showed that
the attributes of design and promotional publicity are in Quadrant I. The attributes
of quality, taste, durability, benefits, price in accordance with quality, and reliable
and responsive Hortimart employee services are in Quadrant Il. The attributes of
affordable prices than prices elsewhere and Hortimart promotions through
advertising media and brochures are in Quadrant IlIl. Quadrant IV has no
attributes. The value of Melon consumer satisfaction at Hortimart Agro Center
reached 83.05%, included in very satisfied category. Simultaneously product
quality, price, service quality and promotion have a very significant effect (p <0.01)
on consumer satisfaction of Melon Hortimart Agro Center. While partially product
quality, price, and promotion have a significant effect (p <0.05) on consumer
satisfaction of Melon Hortimart Agro Center.

Keywords: Melon, Hortimart, IPA, CSI, logistic regression



KATA PENGANTAR
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