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ABSTRAK 

 

Penelitian bertujuan untuk menganalisis tingkat kepuasan pelanggan terhadap 

harga, kualitas produk dan kualitas pelayanan, menganalisis kinerja atribut yang 

mempengaruhi kepuasan pelanggan dan menganalisis faktor kepuasan pelanggan. 

Penelitian dilaksanakan di Raja Bunga Anggrek Nursery, Kecamatan Bandungan, 

Kabupaten Semarang pada Desember 2022 hingga Januari 2023. Metode 

penelitian yang digunakan adalah studi kasus dengan pengambilan sampel dengan 

non-probability sampling menggunakan accidental sampling. Metode analisis 

yang digunakan adalah Customer Satisfaction Index (CSI), Importance 

Performance Analysis (IPA) dan analisis regresi linear berganda. Penelitian 

menunjukkan bahwa karakteristik pelanggan di Raja Bunga Anggrek mayoritas 

berusia 41-50 tahun. Mayoritas pernah membeli sebanyak dua sampai lima kali. 

Pelanggan Raja Bunga Anggrek memiliki rata-rata penghasilan antara 

>Rp2.000.000 sampai Rp4.000.000 per bulan dengan pengeluaran setiap kali 

membeli antara Rp150.000-Rp500.000. Jenis bunga anggrek yang sering dibeli 

yaitu jenis Vanda. Alasan utama pelanggan membeli bunga anggrek di Raja 

BungaAnggrek karena harga yang terjangkau menurut pandangan pelanggan. 

Hasil penelitian menunjukkan kepuasan pelanggan Raja Bunga Anggrek 

tergolong sangat puas pada nilai 80,41. Adapun kinerja atribut yang 

mempengaruhi kepuasan pelanggan dibagi menjadi empat kuadran dimana 

kuadran I terdapat sebanyak satu atribut, kuadran II sebanyak 10 atribut, kuadran 

III sebanyak tiga atribut dan kuadran IV sebanyak satu atribut. Hasil analisis 

regresi linear berganda menunjukkan harga kualitas produk dan kualitas 

pelayanan berpengaruh secara simultan dan parsial terhadap kepuasan pelanggan.  

 

Kata kunci: Harga, kepuasan, pelayanan,  produk 

 
 

 

 

 

 



 
 

 
 

ANALYSIS OF CUSTOMER SATISFACTION IN RELATION TO PRICE, 

PRODUCT QUALITY AND SERVICE AT RAJA BUNGA ANGGREK 

NURSERY BANDUNGAN, SEMARANG REGENCY 

 

ABSTRACT 

 

The study aimed to analyze the level of customer satisfaction in terms of price, 

product quality and service quality, analyze the performance of price, product 

quality and service that affect customer satisfacion and analyze customer 

satisfaction factors. This was a case study with non-probability sampling using 

accidental sampling that conducted in Raja Bunga Anggrek Nursery, Bandungan, 

Semarang Regency from December 2022 to January 2023. The data were 

analyzed using Customer Satisfaction Index (CSI), Importance Performance 

Analysis (IPA) and multiple linear regression analysis. This study showed that the 

characteristics of customers at Raja Bunga Anggrek are mostly 41-50 years old. 

The majority of customers have purchased as much as two to five times. Raja 

Bunga Anggrek customers have an average income between >Rp2000.000-

Rp4000.000 per month and customers spend around Rp150.000-Rp.500.000 for 

each purchase. Vanda is a type of orchid that’s often purchased by customers. 

The main reason why orchids are purchased by buyers because of the affordcable 

price according to the customer's point of view. The result of customer 

satisfaction are indicated by a value of 80,41 which means that the customers is 

very satisfied. Customer satisfaction index be affected by several atributes which 

are divided into four quadrants where quadrant I has one atribute, quadrant II 

has 10 attributes, quadrant III has three attributes and quadrant IV has one 

attribute. The results of multiple linear regression analysis are customer 

satisfaction simultaneously and partially affected by price, product quality and 

service 
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jika memenuhi bahkan melebihi harapan. Analisis kepuasan pelanggan perlu 
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