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ABSTRAK 

ALTHROF ATWUTSANI. Analisis Kepuasan dan Loyalitas konsumen di Delish 
Resto & Cafe. Dibimbing oleh ALFA CHASANAH dan RADEN ISMA 
ANGGRAINI.  

 
Omset Delish Resto & Cafe belum mencapai titik stabil selama tiga tahun 

terakhir. Tingginya persaingan membuat Delish Resto & Cafe harus  memperbaiki 
kinerjanya dalam mempertahankan loyalitas dan kepuasan konsumen. Tujuan 
penelitian ini untuk mengidentifikasi karakteristik, kepuasan, loyalitas konsumen, 
dan memberikan rekomendasi perbaikan atribut. Kuesioner dibagikan kepada 100 
konsumen untuk pengumpulan data, dari bulan Juni-Juli 2024. Data dianalisis 
menggunakan CSI dan IPA. Hasil perhitungan CSI menunjukkan bahwa nilai 
indeks kepuasan konsumen pada Delish Resto & Cafe adalah sebesar 78,13 persen 
atau masuk dalam kategori “puas”. Hasil analisis piramida loyalitas konsumen 
menunjukkan bahwa tingkat loyalitas konsumen Delish Resto & Cafe sudah cukup 
baik yang didominasi oleh satisfied buyer dan liking the brand, namun belum 
menggambarkan loyalitas konsumen yang sempurna. Hasil pemetaan IPA 
menunjukkan bahwa atribut yang menjadi prioritas utama untuk perbaikan kinerja 
meliputi pengetahuan pramusaji tentang produk, kesigapan pelayan dalam melayani 
konsumen, serta kecepatan dan ketepatan dalam penyajian. 

 
Kata kunci: Cafe,CSI,IPA, omset, restoran 
 

ABSTRACT 

ALTHROF ATWUTSANI. Analysis of Customer Satisfaction and Loyalty at 
Delish Resto & Cafe. Supervised by ALFA CHASANAH and RADEN ISMA 
ANGGRAINI. 
 

Delish Resto & Cafe’s revenue had not reached a stable point for the past 
three years, necessitating the need for improvement measures. The high level of 
competition had also compelled Delish Resto & Cafe to continuously enhance its 
performance to maintain customer satisfaction and loyalty. This research aimed to 
identify customer characteristics, satisfaction, loyalty, and provide 
recommendations for attribute improvement. A questionnaire was distributed to 
100 consumers for data collection from June to July 2024. The data was analyzed 
using CSI and IPA. The results of the CSI calculation showed that the customer 
satisfaction index value at Delish Resto & Cafe was 78.13%, categorized as 
"satisfied." The analysis of the customer loyalty pyramid indicated that the level of 
customer loyalty at Delish Resto & Cafe was fairly good, dominated by satisfied 
buyers and liking the brand, but did not yet represent perfect customer loyalty. The 
IPA mapping results showed that the attributes that were the top priority for 
performance improvement included the waiter's knowledge of products, the waiter's 
responsiveness in serving customers, and the speed and accuracy of service. 
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