RINGKASAN

Tujuan dari penelitian ini adalah untuk Mengidentifikasi
atribut apa saja yang mempengaruhi kualitas pelayanan di Tomoro
Coffee lalu menganalisis tingkat kepuasan konsumen pada
pelayanan Coffee shop tersebut. Jenis Penelitian ini adalah
penelitian  kuantitatif —deskriptif yang digunakan untuk
menggambarkan tingkat kepuasan konsumen terhadap Kualitas
Pelayanan di Tomoro Coffee dan beberapa inisiatif untuk
memperbaiki kualitas pelayanan. Teknik pengumpulan data yang
digunakan adalah metode survei dengan penyebaran kuesioner
dan jumlah responden yang berpartisipasi sebanyak 94 responden.
Alat analisis yang digunakan adalah Importance Performance
Analysis (IPA) dan Customer Satisfaction Index (CSI) .

Berdasarkan hasil analisis Importance Performance Analysis
(IPA), didapat nilai rata-rata kualitas pelayanan sebesar 82.76%,
hal ini menunjukkan bahwa Tingkat kesesuaian konsumen
Tomoro Coffee sudah dapat memenuhi harapan konsumen.
Sedangkan hasil analisis Customer Satisfaction Index (CSI), Tingkat
kepuasan konsumen terhadap kualitas pelayanan sebesar 76.19%,
yang artinya secara umum konsumen Tomoro Coffee merasa puas
terhadap kualitas pelayanan Coffee shop ini.
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SUMMARY

The purpose of this study is to identify what attributes affect
the quality of service at Tomoro Coffee and then analyze the level
of consumer satisfaction with the Coffee shop service. This type of
research is a descriptive quantitative research used to describe the
level of consumer satisfaction with the Quality of Service at
Tomoro Coffee and several initiatives to improve the quality of
service. The data collection technique used is a survey method
with the spread of questionnaires and the number of respondents
who participated was 94 respondents. The analysis tools used are
Importance Performance Analysis (IPA) and Customer Satisfaction
Index (CSI) .

Based on the results of the Importance Performance
Analysis (IPA), the average value of service quality is 82.76%, this
shows that the level of suitability of Tomoro Coffee's consumers
has been able to meet consumer expectations. While the results of
the Customer Satisfaction Index (CSI) analysis, the level of
consumer satisfaction with service quality is 76.19%, which means
that in general Tomoro Coffee consumers feel satisfied with the
quality of this Coffee shop's service.
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