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Adhya ‘Aaqilah Alifia Mahsanda (2025). “PERILAKU KONSUMEN DALAM 

PEMBELIAN KOPI KENANGAN SERTA PENDAPATNYA TERHADAP 

VARIAN PRODUK”.  

RINGKASAN  

Konsumsi kopi di Indonesia mengalami pengingkatan yang signifikan seiring 

dengan perubahan gaua hidup masyarakat dan meningkatkan pendapatan kelas 

menengah. Kopi kenangan sebagai salah satu kedai kopi dengan pertumbuhan 

tercepat di Asia Tenggara telah mengembangkan berbagai strategi untuk memenuhi 

kebutuhan konsumen, termasuk menyediakan produk kemasan dan fasilitas yang 

lengkap di Kopi Kenangan Ruko Suharso Purwokerto. Penelitian ini bertujuan 

untuk mengetahui karakteristik konsumen, kendala dalam proses pembelian, 

pendapat konsumen tentang varian produk, dan perilaku konsumen dalam membeli 

produk Kopi Kenangan. Penelitian menggunakan desain deskriptif kualitatif 

dengan teknik triangulasi dalam pengumpulan data melalui wawancara, observasi, 

dan dokumentasi terhadap konsumen yang melakukan pembelian langsung di Kopi 

Kenangan Ruko Suharso Purwokerto. Analisis data menggunakan analisis 

deskriptif, Customer Satisfaction Index (CSI), dan Importance Performance 

Analysis (IPA).Karakteristik konsumen didominasi laki-laki usia 17-35 tahun 

dengan pendidikan SMA/SMK, berprofesi sebagai pelajar/mahasiswa, dan 

berpendapatan <Rp. 500.000. Kendala utama meliputi lahan parkir sempit, fasilitas 

toilet terbatas, dan kurangnya stopkontak. Varian favorit konsumen adalah Kopi 

Kenangan Mantan, Latte, Butterscotch, dan Americano. Hasil IPA menunjukkan 12 

atribut dalam kuadran "Pertahankan Prestasi" dan 3 atribut "Berlebihan". Nilai CSI 

mencapai 80,44% yang menunjukkan tingkat kepuasan konsumen tergolong tinggi, 

dengan dimensi bukti langsung memperoleh nilai tertinggi namun dimensi 

ketanggapan masih perlu ditingkatkan untuk meningkatkan loyalitas konsumen. 

Kata Kunci: Perilaku Konsumen, Kepuasan Konsumen, Kopi Kenangan, 

Customer Satisfaction Index, Importance Performance Analysis 
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Adhya ‘Aaqilah Alifia Mahsanda (2025). “CUSTOMER BEHAVIOR IN 

PURCHASING KOPI KENANGAN AND THEIR OPINIONS ON 

PRODUCT VARIANTS”  

ABSTRACT  

Coffee consumption in Indonesia has increased significantly in line with changing 

lifestyles and the rising income of the middle class. Kopi Kenangan, as one of the 

fastest-growing coffee chains in Southeast Asia, has implemented various strategies 

to meet consumer needs, including offering packaged products and comprehensive 

facilities at its Suharso Purwokerto outlet. This study aims to examine customer 

characteristics, purchasing barriers, customer opinions on product variants, and 

purchasing behavior related to Kopi Kenangan products. The research employed a 

qualitative descriptive design, using triangulation techniques for data collection 

through interviews, observations, and documentation of customers making direct 

purchases at the Suharso outlet. Data were analyzed using descriptive analysis, the 

Customer Satisfaction Index (CSI), and Importance Performance Analysis (IPA). 

The results show that customers are predominantly male, aged 1735, with a senior 

high school/vocational school education level, mostly students, and earning around 

IDR 500,000. Main purchasing constraints include limited parking space, 

insufficient toilet facilities, and a lack of electrical outlets. The most popular 

product variants are Kopi Kenangan Mantan, Latte, Butterscotch, and Americano. 

IPA results indicate 12 attributes fall into the Keep Up the Good Work quadrant, 

while 3 attributes are categorized as overdone. The CSI score of 80.44% reflects a 

high level of customer satisfaction. Among service dimensions, tangibles received 

the highest score, while responsiveness requires improvement to enhance customer 

loyalty. 

Keywords: Customer Behavior, Customer Satisfaction, Kopi Kenangan, Customer 

Satisfaction Index, Importance Performance Analysis, Customer Satisfaction Index, 

Importance Performance Analysis 
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