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ANALISIS KEPUASAN PELANGGAN APLIKASI ALFAGIFT
DENGAN METODE CUSTOMER SATISFACTION INDEX (CSI) DAN
IMPORTANCE PERFORMANCE ANALYSIS (IPA)

Abstrak

Perkembangan teknologi digital mendorong perusahaan ritel seperti Alfamart untuk
menyediakan layanan belanja online melalui aplikasi Alfagift. Meskipun aplikasi ini telah
diunduh lebih dari 10 juta pengguna dan mendapat rating tinggi, masih terdapat keluhan
mengenai kualitas layanan seperti ketidaksesuaian informasi stok, lambatnya respons
customer service, dan kendala teknis lainnya. Penelitian ini bertujuan untuk mengukur
tingkat kepuasan pelanggan dan menganalisis atribut layanan yang perlu ditingkat,
dipertahankan, atau dievaluasi menggunakan metode Customer Satisfaction Index (CSI)
dan Importance Performance Analysis (IPA). Data dikumpulkan melalui kuesioner online
kepada pelanggan Alfagift di Kota Medan. Hasil analisis menunjukkan tingkat kepuasan
pelanggan berada pada kategori sangat puas dengan skor CSI sebesar 81,309%. Melalui
analisis IPA, ditemukan bahwa atribut seperti informasi stok, penanganan masalah teknis,
dan responsivitas Customer Service berada pada prioritas utama untuk perbaikan. Hasil
penelitian ini penting sebagai dasar pengambilan keputusan strategis dalam meningkatkan
kualitas layanan digital aplikasi Alfagift untuk mempertahankan loyalitas pelang gan.

Kata kunci: Kepuasan Pelanggan, Alfagift, CSI, IPA, Kualitas Layanan Digital

Abstract

The development of digital technology has encouraged retail companies such as Alfamart to
provide online shopping services through the Alfagift application. Although this application
has been downloaded by over 10 million users and has received a high rating, there are still
complaints regarding service quality, such as inaccurate stock information, slow customer
service responses, and other technical issues. This study aims to measure customer
satisfaction and analyze service attributes that need to be improved, maintained, or
evaluated using the Customer Satisfaction Index (CSI) and Importance Performance
Analysis (IPA) methods. Data were collected through online questionnaires distributed to
Alfagift customers in Medan City. The analysis results show that the level of customer
satisfaction falls into the “very satisfied” category with a CSI score of 81,309%. Based on
the IPA analysis, attributes such as stock information, handling of technical issues, and
customer service responsiveness were identified as top priorities for improvement. These
findings are essential as a strategic basis for enhancing the digital service quality of the
Alfagift application in order to retain customer loyalt.

Keywords: Customer Satisfaction, Alfagift, CSI, IPA, Digital Service Quality
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