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RINGKASAN 

 

 

Erwin Andriani. Analisis Kepuasan Konsumen Terhadap Office coffee Di Kota 

Banjarbaru Provinsi Kalimantan Selatan. Di bawah bimbingan. H. Hamdani dan Hj. 

Nuri Dewi Yanti. 

 

Analisis kepuasan kopi dapat memberikan wawasan tentang faktor-faktor 

apa yang mempengaruhi kepuasan konsumen dalam memilih kopi yang mereka 

minum. Konsumen di Banjarbaru cenderung memilih Office coffee yang memiliki 

fasilitas yang lengkap dan nyaman untuk bekerja atau belajar. Tujuan yang dicapai 

dari penelitian ini yaitu menganalisis karakteristik konsumen Office coffee Kota 

Banjarbaru, menganalisis kepuasan konsumen terhadap Office coffee Kota 

Banjarbaru dan menganalisis index kepuasan konsumen. 

Penelitian dilaksanakan Office coffee Jalan Trikora No.7, Guntung manggis, 

Kecamatan Landasan Ulin, Kota Banjar Baru, Kalimantan Selatan 70731. 

Responden yang diambil dari konsumen Office coffee dengan total jumlah respon 

100 orang. Tingkat kepuasan konsumen dianalisis menggunakan Customer 

Satisfaction Index (CSI), yaitu menentukan tingkat kepuasan konsumen pelanggan 

terhadap kualitas produk kopi dan kualitas pelayanan Office coffee, 

Hasil penelitian karakteristik konsumen Office coffee Kota Banjarbaru, 

mayoritas berusia 25-34 tahun (45%) dan 35-49 tahun (18%). Laki-laki 

mendominasi (54%) dibanding perempuan (46%). Mayoritas memiliki pendidikan 

tinggi (63% S-1), sebagian kecil lulusan SMA (17%), D3 (12%), dan S-2 (8%). 

Pekerjaan didominasi oleh pegawai negeri (32%) dan swasta (28%), serta 20% 

adalah pelajar/mahasiswa. Pendapatan mayoritas berkisar 3.000.000-6.000.000 

Rupiah (48%) dan di atas 6.000.000 Rupiah (37%). Dominasi konsumen muda 

hingga paruh baya dengan latar belakang pendidikan dan pekerjaan yang beragam, 

serta pendapatan relatif tinggi. Kepuasan konsumen terhadap Office coffee Kota 

Banjarbaru yaitu 4,20 berdasarkan perhitungan Customer Satisfication Index (CSI), 

tingkat kepuasan konsumen Office coffee di Kota Banjarbaru berada pada tingkat 

“Sangat Puas”. 

 

Kata kunci: Office coffee, Customer Satisfaction Index (CSI), Kepuasan 
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SUMMARY 

 

 

Erwin Andriani. Analysis of Consumer Satisfaction with Office coffee In 

Banjarbaru City, South Kalimantan Province. Pembimbing H. Hamdani dan Hj. 

Nuri Dewi Yanti. 

 

Coffee satisfaction analysis can provide insight into what factors influence 

consumer satisfaction in choosing the coffee they drink. Consumers in Banjarbaru 

tend to choose Office coffee that has complete and comfortable facilities for 

working or studying. The objectives achieved from this study are to analyze the 

characteristics of Office coffee consumers in Banjarbaru City, analyze consumer 

satisfaction with Office coffee in Banjarbaru City and analyze the consumer 

satisfaction index. 

The study was conducted at Office coffee Jalan Trikora No. 7, Guntung 

Manggis, Landasan Ulin District, Banjar Baru City, South Kalimantan 70731. 

Respondents were taken from Office coffee consumers with a total number of 

responses of 100 people. The level of consumer satisfaction was analyzed using the 

Customer Satisfaction Index (CSI), which determines the level of customer 

satisfaction with the quality of coffee products and the quality of Office coffee 

services, 

The results of the study on the characteristics of Office coffee consumers in 

Banjarbaru City, the majority are aged 25-34 years (45%) and 35-49 years (18%). 

Men dominate (54%) compared to women (46%). The majority have higher 

education (63% S-1), a small number are high school graduates (17%), D3 (12%), 

and S-2 (8%). The majority of jobs are civil servants (32%) and private (28%), and 

20% are students. The majority of income ranges from 3,000,000-6,000,000 Rupiah 

(48%) and above 6,000,000 Rupiah (37%). The dominance of young to middle- 

aged consumers with diverse educational and work backgrounds, and relatively 

high incomes. Consumer satisfaction with Office coffee in Banjarbaru City is 4.20 

based on the calculation of the Customer Satisfaction Index (CSI), the level of 

consumer satisfaction with Office coffee in Banjarbaru City is at the "Very 

Satisfied" level. 

 

Keywords: Office Coffee, Customer Satisfaction Index (CSI), Satisfaction 
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