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ABSTRAK 

Penelitian bertujuan untuk menganalisis tingkat kepuasan konsumen terhadap 
kualitas produk Teh Botol Sosro, mengidentifikasi tingkat kepentingan setiap 
atribut kualitas produk dan mengetahui prioritas perbaikan kualitas produk yang 
harus dilakukan oleh perusahaan Teh Botol Sosro di Kabupaten Sleman. Penelitian 
dilaksanakan pada bulan November-Desember 2022 berlokasi di Kabupaten 
Sleman. Penelitian menggunakan metode survei dan wawancara. Metode 
penentuan sampel menggunakan accidental sampling dengan mengambil sampel 
pada setiap orang yang ditemui di lokasi penelitian secara kebetulan dan purposive 
sampling pada metode online. Jumlah sampel yang digunakan adalah 100 orang 
yang ditentukan dengan rumus Lemeshow. Pengumpulan data primer dilakukan 
dengan wawancara dan kuesioner kepada masyarakat Kabupaten Sleman yang 
mengonsumsi Teh Botol Sosro dengan cara offline melalui wawancara dan 
penyebaran kuesioner langsung dan online melalui google form. Kuesioner secara 
offline disebar pada empat supermarket di Kabupaten Sleman yaitu Super Indo 
Seturan, Super Indo Kaliurang, Indogrosir Jl. Magelang, dan Mirota Pasaraya Jl. 
Kaliurang. Pengumpulan data sekunder diperoleh dari penelitian sebelumnya, 
jurnal, literatur serta sumber lainnya. Metode Customer Satisfaction Index (CSI) 
untuk menganalisis kepuasan konsumen, dan Importance Performance Analysis 
(IPA) untuk menganalisis kualitas produk yang perlu diperbaiki atau dipertahankan 
perusahaan. Penelitian menunjukkan bahwa konsumen yang puas pada kualitas 
produk Teh Botol Sosro dengan nilai Customer Satisfaction Index (CSI) sebesar 
80,9%. Atribut produk berdasarkan analisis Importance Performance Analysis 
(IPA) yang menjadi prioritas perbaikan yaitu kemasan, dan atribut produk yang 
harus ditingkatkan kualitasnya yaitu kesegaran, rasa, dan aroma. Atribut yang harus 
dipertahankan kualitasnya yaitu info kandungan, kadaluarsa, harga, dan akses 
produk.  
 
Kata kunci: atribut, CSI, IPA, kualitas produk, teh 
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CUSTOMER SATISFACTION ANALYSIS ON QUALITY IN PURCHASE OF 

SOSRO BOTTLE TEA PRODUCTS IN SLEMAN DISTRICT, SPECIAL 
REGION OF YOGYAKARTA 

 
ABSTRACT 

 
This study aimed to analyze the level of consumer satisfaction with the product 
quality of Teh Botol Sosro, identifying the level of importance of each product 
quality attribute and analyze the priority of product quality improvement that must 
be carried out by the company of Teh Botol Sosro in Sleman Regency. The research  
carried out in November-December 2022 located in Sleman Regency. The research 
method used was survey and interview. The sampling method were accidental 
sampling by taking a sample of everyone encountered at the research location and 
purposive sampling at online method. The number of samples used was 100 samples 
determined by the Lemeshow formula. Primary data collection was carried out by 
interviews and questionnaires to the people of Sleman Regency who consume Sosro 
bottled tea with offline interviews and distributing questionnaires directly and 
through online via google form. Offline questionnaires were distributed to four 
supermarkets in Sleman Regency, namely Super Indo Seturan, Super Indo 
Kaliurang, Indogrosir Jl. Magelang, and Mirota Pasaraya Jl. Kaliurang. 
Secondary data collection was obtained from previous research, journals, 
literature and other sources. The Customer Satisfaction Index (CSI)  method used 
to analyze consumer satisfaction, and Importance Performance Analysis (IPA) to 
analyze product quality that companies need to improve or maintain. Research 
showed that consumer are satisfied with the quality of the Teh Botol Sosro product 
with a Customer Satisfaction Index (CSI) value of 80.9%. Product attributes based 
on Importance Performance Analysis (IPA) which are the priority for improvement 
are packaging, and product attributes whose quality must be improved, namely 
freshness, taste, and aroma. Attributes that must be maintained for quality, namely 
information on content, expiration date, price, and product access. 
 
Keywords: attributes, CSI, IPA, product quality, tea 
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