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ABSTRAK
AMPI RANTI DEVILA. Analisis Tingkat Kepuasan Konsumen terhadap
Pembelian Kembali Garnier Micellar Cleansing Water Secara Online Melalui
Shopee. Dibimbing oleh HARTOYO dan RADEN ISMA ANGGRAINI.

Beragam jenis produk skincare yang berada di pasaran tidak mengubah
Garnier tetap menjadi merek terkemuka di Indonesia. Hasil ulasan platform Shopee
ditemukan banyak ulasan negatif dari konsumen menyatakan kekecewaan terhadap
layanan yang diberikan Garnier. Tujuan penelitian ini untuk mengetahui tingkat
kepuasan konsumen, atribut-atribut yang memengaruhi tingkat kepuasan, serta
memberikan rekomendasi perbaikan. Dalam penelitian ini menggunakan atribut
produk dan electronic service quality (E-SERVQUAL). Metodologi menggunakan
Customer Satisfaction Index (CSI) dan Importance-Performance Analysis (IPA).
Survei penelitian dengan menyebarkan kuesioner untuk 100 responden secara
daring. Berdasarkan hasil CSI, tingkat kepuasan sebesar 72% dalam kategori
“puas”. Penelitian menemukan kemasan adalah atribut produk yang paling
memengaruhi kepuasan, sementara harga memiliki nilai terendah. Pada E-
SERVQUAL, kategori reliability dan efficiency memiliki nilai tertinggi, sedangkan
fulfillment dan compensation memiliki nilai terendah. Berdasarkan analisis IPA
terdapat tujuh atribut yang menunjukkan perlunya perbaikan. Dalam hal ini, atribut
yang perlu mendapatkan perbaikan segera adalah harga, kemasan, fulfillment,
reliability, dan compensation.

Kata kunci: CSI, Garnier, IPA, kepuasan konsumen, skincare

ABSTRACT
AMPI RANTI DEVILA. Consumer Satisfaction Analysis of Online Purchases of
Garnier Micellar Cleansing Water via Shopee. Supervised by HARTOYO and
RADEN ISMA ANGGRAINI.

The wide variety of skincare products available on the market has not affected
Garnier's position as a leading brand in Indonesia. However, reviews on the Shopee
platform reveal that many consumers have expressed dissatisfaction with the
services provided by Garnier. This study aims to determine the level of customer
satisfaction, identify the attributes that influence satisfaction, and provide
recommendations for improvement. The study focuses on product attributes and
electronic service quality (E-SERVQUAL). The methodology employed includes the
Customer Satisfaction Index (CSI) and Importance-Performance Analysis (IPA). A
survey was conducted by distributing online questionnaires to 100 respondents. The
CSI results indicate a satisfaction level of 72%, which falls into the "satisfied"
category. The study found that packaging is the product attribute that most
influences satisfaction, while price has the lowest score. In the E-SERVQUAL
aspect, the categories of reliability and efficiency scored the highest, while
Julfillment and compensation scored the lowest. The IPA analysis identified seven
attributes that require improvement. The attributes that need immediate attention
are price, packaging, fulfillment, reliability, and compensation.

Keywords: CSl, customer satisfaction, Garnier, IPA, skincare
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