
  

 
JCRIM (Journal of Current Research in Multidisciplinary) 

Vol. 1, No. 2 June 2023 
e-ISSN: 3021-8039; p-ISSN: 2988-6600, pp. 53-58 

 
 

Service Quality Analysis to Increase Customer Satisfaction Coffee 

Shop 

 
David Klementius1, Maynard Blenda Nurtanto2, Rizqi Fatha Muhammadiah3, 

Rizky Muhamad Prasetyo4 

 

Universitas Multimedia Nusantara1,2,3,4 

 

Correspondence Email: david.klementius@student.umn.ac.id1   

 

 

 

Abstract 

This research aims to find out how good service quality cafe is for consumers. This study 

uses data collection techniques in the form of questionnaires through the Google Forms 

platform. The population in this study were all cafe customers on campus. In this study, 

the samples taken included 30 respondents. In taking the sample, the method used is 

purposive sampling. The results of the IPA analysis show that cafes are still lacking in 

providing services to their customers. Apart from that, based on the data that the author 

obtained, the number of consumers who have made transactions said that the level of 

interest in cafe services is still low, so this makes consumers less interested in coming 

and buying. Then cafes still have to improve the quality of their service to consumers. 
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INTRODUCTION 

The author chose this topic because the author is an active student at the 

university, and cafes are a place for students to buy food and drink. Then, based on 

observations made by the author, the cafe is also very supportive for students doing 

assignments or hanging out with their friends. Therefore, the reason and purpose for us 

choosing cafe is to find out the response from students to the quality of service from the 

cafe. Currently, especially during the offline learning period, cafes really attract students' 

attention when it comes to purchasing the food and beverage products available, but 

researchers want to know how well they know the facilities and quality of service 

provided to each consumer by the cafe itself. For this reason, the author wants to know 

and discover how good a service-quality cafe is for their consumers. Not only that, but it 

is hoped that this research will be able to become a reference for developing cafes in the 

future. 

THEORETICAL STUDY 

A service is an intangible task that satisfies the needs of consumers or business 

users. Service is an activity or benefit that one person can offer to another that is 

essentially intangible and does not result in ownership of anything. Production and 

operations management are efforts to optimally manage the use of resources (often called 

production factors) such as labor, machines, equipment, raw materials, and so on, in the 

process of transforming raw materials and labor into various products or services. 

Production and operations management is an activity to organize and coordinate the use 
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of resources in the form of human resources, equipment resources, financial resources, 

and materials effectively and efficiently to create and increase the utility of a good or 

service. Service quality is the fulfillment of customer needs and desires and the accuracy 

of their delivery to match customer expectations. Thus, there are two main factors that 

influence service quality: expected service and perceived service. 

RESEARCH METHODS 

Data collection techniques are an important aspect of carrying out systematic 

research in order to obtain data that can support research. Data collection in scientific 

research is a systematic procedure for obtaining the necessary data. This research uses 

data collection techniques in the form of a questionnaire via the Google Form platform. 

A questionnaire is a data collection technique in which researchers provide a list of 

written questions or statements for respondents to answer. In this research, researchers 

distributed questionnaires directly. The distribution of the questionnaire was carried out 

on December 15, 2022. Using direct sampling techniques. 

The population is the entire research subject. The population in this study was all 

students who were cafe customers on campus. The population taken will be the 

respondents in this research. A sample is part of the number and characteristics of a 

population. If the population is large and it is not possible for the researcher to study 

everything in the population, the researcher can use a sample taken from that population. 

In this study, the sample taken was 30 respondents. In sampling, the method used is 

purposive sampling, namely sampling that does not provide an equal opportunity for each 

member of the population to be selected as a sample. In this study, the sample used has 

certain criteria; the following are the criteria: students who have visited and purchased at 

the university cafe and are willing to be respondents. 

RESULTS AND DISCUSSION 

Gap 5 analysis is an analysis carried out to measure what indicators are important 

for a service or product provider according to customers, in this case the university's cafe. 

The respondents for this research analysis were active students, class of 2019–2021, and 

based on the data that had been collected, the results of the Gap 5 analysis for cafes were 

formed. Indicators or factors of how good the service quality is are owned by the café. 

Based on the research results, it shows how important the indicators are for cafe customers 

(students), and the gap shows how much the cafe has provided for the needs desired by 

customers. So, it can be concluded that there is a high gap in Q9, namely routine 

promotion, with a gap of -1.133, followed by Q10 wider spot, with a gap of -0.900; Q7 

longer operating time, with a gap of -0.764; Q4 (fresh food menu, cooked directly on the 

spot), with a gap of -0.700; and Q6 availability of electricity connections at each available 

table, with a gap of -0.667. Based on these results, it can be said that Q9, Q10, Q7, Q4, 

and Q6 are aspects needed by customers but still not done or provided by the cafe. 

Table 1. Gap Analysis 5 

Indicators Performance Importance Gap 

Q9 2,800 3,933 -1,133 
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Q10 3,333 4,233 -0,900 

Q7 3,433 4,200 -0,767 

Q4 3,167 3,867 -0,700 

Q6 3,467 4,133 -0,667 

Q5 3,767 4,367 -0,600 

Q8 3,300 3,733 -0,433 

Q3 4,100 4,333 -0,233 

Q2 4,233 4,333 -0,100 

Q1 4,400 4,400 0,000 

 

Based on these results, the author can suggest that cafes develop or improve these 

indicators. Because it is really needed by its customers, especially students who often 

visit the cafe. then the cafe is able to make adjustments to the indicators Q5 (seating 

availability), Q8, Q3 (variety of snacks), and Q2 (variety of drink menu). However, there 

is something that can be a plus for the cafe, namely that the Q1 indicator shows a gap of 

0. This shows that the cafe has succeeded in providing customer satisfaction by providing 

cashless payments. 

IPA, or Importance Performance Analysis, is a measurement using the average 

calculation results of the importance factor and performance factor as the main data for 

carrying out this calculation. The following are the results of IPA analysis with active 

student sources from the 2019–2021 class who have visited and made purchase 

transactions at the cafe. 
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Figure 1. Importance Performance Analysis 

IPA (Importance Performance Analysis) is an analysis that aims to map the 

relationship between the quality desired by customers and the performance provided by 

a brand, in this case, a cafe. Based on the data that has been collected, an analysis was 

carried out, with the lowest value at 2.8 for the X and Y axes and the highest point of the 

two axes at 4.4. The X axis shows the importance factor has a mean value of 3.6, and the 

Y axis shows the performance factor has a middle axis at 4.153. 

The final results of IPA are shown by 4 quadrants: the first axis shows that 

according to the customer, it is an important indicator, but cafes are still lacking in 

providing this quality (top-left); the second quadrant shows the high level of importance 

factors and also the high ability of cafes to provide these indicators (top-right); the 3rd 

axis shows the lack of indicators needed by customers and also the lack of development 

focus needed by the cafe (bottom-left); and the last quadrant denotes indicators that have 

a low level of importance to customers, but the cafe does a high development focus on 

these indicators (bottom-right). 

Based on the table above, it can be seen that quadrant 2 has the most indicators. It 

can be said that cafe is able to provide customers with what they need when they come 

and make transactions at the cafe. Specifically, the indicators Q5 (availability of seats and 

tables), Q3 (various snack menu), Q2 (various drink menu), and Q1 (e-wallet payment) 

Then it can be seen in quadrant 1, where there are 3 indicators that are considered 

important for customers but lack attention and development from the cafe, namely: Q7 

(longer operating time, until the evening), Q10 (availability of a large area), and Q6 

(availability of natural resources, including electricity at every table that can be occupied). 

Then it can be seen that there are 3 indicators in Indicator 3, namely Q9 (routine 

promotion), Q4 (fresh or cooked food menu), and Q8 (varying package sizes). 

CONCLUSION 

The conclusion that can be drawn is that the results of the IPA analysis show that 

cafes are still lacking in serving their customers. In addition, based on the data that the 

authors obtained, the number of consumers who have made transactions said that the level 

of importance for cafe services was still low, so this made cafe consumers less interested 

in coming and buying. Then it can be seen from the results of the analysis that cafes still 

have to improve the quality of their service to consumers. There are several indicators 

that can be improved by cafes, including: availability of electricity connections at each 

available table (this is useful because, according to respondents, when buying coffee or 

other drinks, they will be happy to consume them on the spot); longer operating time (this 

happens because many respondents are still doing activities late into the night on campus); 

and a wider place (this can be improved by adding benches or high tables so that 

customers can place their goods and the drinks or food they buy while chatting or doing 

other activities). 

Based on the table above, the writer can conclude that cafes still have to improve 

the quality of their transactions. This is needed by the cafe to conduct future transactions 

with their customers. Cafes can also improve the quality of products and services, based 

on the data from the respondents that the authors obtained. This can be seen from the IPA 

measurement table. Based on the analysis and suggestions that have been submitted, the 

author can draw the conclusion that the quality provided by the cafe is sufficient to 

provide a good response to consumers, especially students.  



 
 

57 
 

 

REFERENCES 
Herwanto D, Ikatrinasari ZF, dan Yuliani ENS. (2013). Integration of service quality and importance 

performance analysis method in improving service quality at SMK Plus Laboratorium Indonesia, 

Karawang. International Journal of Engineering and Applied Sciences, 2(3), 1-8. 

Lumingkewas, C. S. (2016). Analisis Yuridis Pemaknaan Konsep Dalam Pasal 16 Undang-Undang Rumah 

Susun Bagi Masyarakat Berpenghasilan Rendah. Arena Hukum, 9(3), 421-441. 

Lumingkewas, C. S., Nimran, U., Raharjo, K., & Utami, H. N. (2019). Effect of Job Insecurity to 

Organizational Commitment and Intention to Leave. Wacana Journal of Social and Humanity 

Studies, 22(4). 

Arta, D. N. C., Tannady, H., Fitriadi, H., Supriatna, D., & Yuniwati, I. (2023). Analisis Pengaruh Pelatihan 

Kerja Dan Rekrutmen Terhadap Kinerja Karyawan Di Perguruan Tinggi. Management Studies and 

Entrepreneurship Journal (MSEJ), 4(1), 587-596. 

Fitriadi, H. (2021). Pengaruh Suasana Resto Dan Kualitas Pelayanan Terhadap Kepuasan Pelanggan Pada 

Lan’s Resto Dan Cafe Lahat. Jurnal Teknik Ibnu Sina (JT-IBSI), 6(02), 88-103. 

Fitriadi, H. (2023). The Influence of Work Discipline and Work Environment on Teacher Work Performance 

at SMP Negeri 1 Lahat. Indonesian Journal of Entrepreneurship and Startups, 1(1), 1–10. 

Boari, Y., Ilindamon, A., Mikir, A. W., & Twenty, A. L. (2022). PENDAMPINGAN LAPORAN 

PEMBUKUAN SEDERHANA PADA USAHA AYAM GEPREK INDOKANGWE DI 

KELURAHAN VIM. Community Development Journal: Jurnal Pengabdian Masyarakat, 3(3), 

1934-1937. 

Lestari, E. D., Boari, Y., Paula, D. Y., & Patty, M. A. (2022). PEMBINAAN PENGELOLAAN 

MANAJEMEN KEUANGAN DAN DIGITAL MARKETING DALAM MENINGKATKAN 

PENDAPATAN USAHA PADA IKM PAPUA MUDA KREATIF KELURAHAN AWIYO 

DISTRIK ABEPURA. Jurnal Pengabdian Masyarakat Nusantara, 2(2), 18-24. 

Patiran, A., Boari, Y., Dasinapa, M. B., Marani, Y., & Panggabean, B. (2023). PENDAMPINGAN 

PENGELOLAAN KEUANGAN PADA JEMAAT GKI DIASPORA KOTARAJA. Fokus 

ABDIMAS, 1(2), 100-111. 

Boari, Y., Ilindamon, A., & Rumaropen, L. D. (2022). PERAN KELOMPOK USAHA NELAYAN DALAM 

MENINGKATKAN PENDAPATAN NELAYAN DI DESA ADOKI DISTRIK YENDIDORI 

KABUPATEN BIAK NUMFOR. Journal of Economics Review (JOER), 2(2), 61-73. 

Yuliani, M., Simarmata, J., Susanti, S. S., Mahawati, E., Sudra, R. I., Dwiyanto, H., ... & Yuniwati, I. 

(2020). Pembelajaran daring untuk pendidikan: Teori dan penerapan. Yayasan Kita Menulis. 

Yuniwati, I. (2016). Correlation test application of supplier’s ranking using TOPSIS and AHP-TOPSIS 

method. CAUCHY: Jurnal Matematika Murni dan Aplikasi, 4(2), 65-73. 

Hardiyanti, S. A., Yuniawati, I., & Yustita, A. D. (2017). Bentuk petri net dan model aljabar max plus pada 

sistem pelayanan pasien rawat jalan Rumah Sakit Al Huda Genteng, Banyuwangi. UJMC (Unisda 

Journal of Mathematics and Computer Science), 3(2), 1-8. 

Yuniwati, I., Yustita, A. D., Hardiyanti, S. A., & Suardinata, I. W. (2020, June). Development of assesment 

instruments to measure quality of MOOC-Platform in engineering mathematics 1 course. 

In Journal of Physics: Conference Series (Vol. 1567, No. 2, p. 022102). IOP Publishing. 

Wahdiniawati, S. A., Tannady, H., Al Haddar, G., Sugisman, S., & Arief, I. (2023). Analisis peningkatan 

kinerja guru melalui kompetensi dan beban kerja pada guru SMP Negeri di DKI 

Jakarta. Management Studies and Entrepreneurship Journal (MSEJ), 4(1), 632-640. 

Nuryana, H. T. A. W. A., & Ryan, R. S. I. A. (2022). Analisis peran service quality dan brand awareness 

dalam meningkatkan consumer satisfaction pada industri ritel food & beverage (studi kasus 

foodpedia). Jurnal Kewarganegaraan, 6(3). 

Rahayu, S., Nuryana, A., & Arief, I. Khamaludin., Tan, HT, Susanto, PC, Magdalena., Tannady, H.(2022). 

Peran Minat Beli Dalam Hubungan Antara Kualitas Produk Dan Brand Awareness Terhadap 

Keputusan Pembelian Produk Suplemen Kesehatan. Jurnal Kewarganegaraan, 6(3), 5545-5554. 

Susanto, R. (2010). Penerapan Standar Proses Keperawatan di Puskesmas Rawat Inap Cilacap. Jurnal 

Keperawatan Soedirman, 5(2), 80-84. 

Muhammadiah, M. U., Muliadi, M., Hamsiah, A., & Fitriani, F. (2022). The students’ ethics, trust and 

information seeking pattern during covid-19 pandemic. The New Educational Review, 67, 68-79. 

Hamsiah, A. (2019). Pengembangan Bahan Ajar Berbasis Nilai Budaya Sebagai Strategi Pelestarian 

Budaya. Ecosystem, 19(1), 10-18. 



 
 

58 
 

Ismaya, B., Perdana, I., Arifin, A., Fadjarajani, S., & Anantadjaya, S. P. (2021). Merdeka Belajar in the 

Point of View of Learning Technology in the Era of 4.0 and Society 5.0. AL-ISHLAH: Jurnal 

Pendidikan, 13(3), 1777-1785. 

Sunarno, S., Suyitno, M., Girivirya, S., & Usman, M. I. (2022). CHARACTER DEVELOPMENT 

STRATEGIES BASED ON LOCAL WISDOM FOR ELEMENTARY SCHOOL STUDENTS: A 

MULTICULTURAL STUDY IN EDUCATION. MULTICULTURAL EDUCATION, 8(02), 58-73. 

Heryani, A., Br Sembiring, T., Fatmawati, E., Muhammadiah, M. U., & Syakhrani, A. W. (2022). Discourse 

Postponing elections and extending the presidency: A study of political legality and the progress 

of Indonesia's democratic practice. 

Susanto, R. (2011). Pengaruh paparan warna terhadap retensi short term memory penderita hipertensi 

primer. Jurnal Keperawatan Soedirman, 7(1), 44-57. 

Sudyana, I. N., Kurniawati, H., Susanto, R., Dulame, I. M., & Vanchapo, A. R. (2023). The Effectiveness 

Analysis of Using Angle Puzzle Tools on the Achievement of Students’ Learning 

Outcomes. Journal on Education, 6(1), 1743-1748. 

Fadlilah, S., Setiawan, D. I., Murdhiono, W. R., Wiyani, C., Mindarsih, E., Lustiyati, E. D., & Susanto, R. 

(2022). The Anxiety Facing the 1st Dose of Covid-19 Vaccination and Related 

Factors. International Medical Journal, 29(1). 

Setiadi, B., Kraugusteeliana, K., Risdwiyanto, A., Bakri, A. A., & Arief, I. (2023). The Application of 

Delone and Mclean Framework to Analyze the Relationship Between Customer Satisfaction and 

User Experience of Mobile Application. Jurnal Sistim Informasi Dan Teknologi, 84-89. 

Arief, I., Sumarny, R., Sumiyati, Y., & Kusuma, I. (2021). Hubungan Karakteristik Klinik Dan Profil 

Pengobatan Dengan Parameter Hematologi Dan Lama Rawat Pasien Covid-19 Di Rumah Sakit 

YARSI Jakarta. Journal Ilmiah Indonesia, 6(11), 1-14. 

Rafli, R., Pitra, D. A. H., Hasni, D., Anggraini, D., Triola, S., Ashan, H., & Zefira, L. (2022). Radiotherapy 

Adverse Effects Management Training for Health Workers in Andalas University Hospital. Jurnal 

Kreativitas Pengabdian Kepada Masyarakat (PKM), 5(7), 2043-2051. 

Alfalah, N. J., Hasni, D., & Febrianto, B. Y. (2022). Hubungan Obesitas dengan Kejadian Hipertensi pada 

Perempuan Minangkabau. Poltekita: Jurnal Ilmu Kesehatan, 15(4), 360-364. 

Muliani, A., Hasni, D., & Malik, R. (2021). Evaluasi adherensi pengobatan pasien diabetes melitus tipe 2 

di era pandemi COVID-19. Human Care Journal, 6(2), 396-405. 

Hasni, D., Siregar, K. B., & Lim, H. (2016). The influence of glutathion S-transferase P-1 polymorphism 

A313G rs1695 on the susceptibility to cyclophosphamide hematologic toxicity in Indonesian 

patients. Medical Journal of Indonesia, 25(2), 118-26. 

Silviana, H., Yuniwati, I., Erwanto, Z., & Triasih, D. (2021). Pengembangan Bioflok dan Kolam Budidaya 

Ikan sebagai Wisata Edukasi di Desa Tulungrejo Kecamatan Glenmore Kabupaten 

Banyuwangi. J-Dinamika: Jurnal Pengabdian Masyarakat, 6(1), 96-102. 

Khare A. (2013). Retail service quality in small retail sector: the Indian experience. Facilities, 31(5), 208-

222. https://doi.org/10.1108/02632771311307089 

Tan LH, Chew BC, Hamid SR. (2017). Service quality implementation in shaping sustainable banking 

operating system: a case study of Maybank Group. Qualitative Research in Financial Markets, 

9(4), 359-381. https://doi.org/10.1108/QRFM-01-2017-0002 

 

https://doi.org/10.1108/QRFM-01-2017-0002

