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ABSTRAK

Ramainya persaingan bisnis kuliner di Surabaya menjadi salah satu alasan perusanaan unttuk
lebih mementingkan kepuasan dan loyalitas kensumen. Kansei Engineering (KE) merupakan
metode untuk meneremahkan kebutuhan afektif konsumen ke dalam desain produk atau
proses, mengingat kebutuhan kognitif tidaklah cukup dan tidak lagi menjadi kebutuhan
utama. Diharapkan dengan diintegrasikannya metode KE ke dalam Customer Relationship
Management (CRM), dapat menerjemahkan kebutuhan konsumen yang sesungguhnya
sehingga dapat menjaga kepuasan dan loyalitas konsumen. Penelitian dilakukan pada 3
restoran tematik di Surabaya yaitu De kasteel, Khayangan, dan Platinum Grill, diambii
sebanyak 102 responden sebagai sampel. Hasil penelition menunjukkan bahwa jenis
lovalitas terbanyak adalah softcore, sedangkan perasaan yang paling dominan yang
dirasakan oleh konsumen adalah perasaan nyaman. MNamun hasil dari analisis 5EM
menunjukkan bahwa proses afekiif ateu kansei words tidak mempengaruhi loyalitas
pelanggan secara signifikan dan kualitas layanan mempengaruhi loyalitas pelanggan. Usulan
perbaikan diberikan berdasarkan atribut layanan yang terletak di kuadran 4 pada analisis
kuadran dan berdasarkan atribut layanan yang memiliki bobot regresi terbesar dari analisis
SEM pada masing-masing dimensi SERVQUAL,

Kata kunci: Kansei Engineering, Customer Relationship Management, loyzlitas konsumen,
kualitas layanan, SERVQUAL

ABSTRACT

The infense competition among culinary business in Surabaya drives restaurants [0 be mare
concerned to customer satisfaction and loyalty. Kansel Engineering (KE) is a method that
transiates the affective needs of the customers to the product or service design, since the
cognitive needs alone is not sufficient and no longer being a primary needs, It s hoped that
the proposed integrative framework of KE and Customer Relationship Management (CRM) to
2 certain sendce industry could transfate the objective customer needs inlo & product or
service so that the company can maintain customer satisfaction and loyalty. This study was
conducted &t three popular thematic restaurants in Surabaya, which are De Kastee!,
Khayangan and Platinum Grill. One hundred and two respondents were involved in the
study. The result shows that “softcore customer” was found te be the most chosen option
for lovalty fype; while the most dominated Kansei perceived Dy was “comfort”. In terms of
the analysis of constructs relationship, the Structural Equation Modeling (SEM) analysis
shows that the affechive process or Kansei had no significant impact on customer loyaity.
Linfike affective process, senvice quality had significant positive correlation with customer
loyalty. The proposed improvement was formulated according (o guadrant analysis
especially for those service attnibutes located at the forth quadrant and the highest
regression weight of SERVQUAL dimeansions.
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