






d. Operations at the supermarket right time (B1) with the Gap 
-1,06berdasarkan criteria customer satisfaction score is 
negative and less than 0, so are not very satisfactory. 

2. Analysis Diagram IPA (Importance Performance Analysis) 

a.  A quadrant: (Hope> Perception) 

Attributes in quadrant A are: 

- There are facilities such as toilets and parking area (A2) 
has a value perception (X) = 4.22 and the expectations (Y) 
= 4.77, because the expectation is greater than the value of 
the perception that these attributes are prioritized for 
repair. 

- Layout display shelf products that neat and clear (A4) has 
a value perception (X) = 3.98 and the expectations (Y) = 
4.26, because the expectation is greater than the value of 
the perception that these attributes are prioritized for 
repair. 

- Goods sold complete (A5) with the perception (X) = 3.75 
and the expectations (Y) = 4.75, because the expectation is 
greater than the value of the perception that these attributes 
are prioritized for repair. 

- Hours Operations supermarket right time (B1) has a value 
perception (X) = 3.71 and the expectations (Y) = 4.77, 
because the expectation is greater than the value of the 
perception that these attributes are prioritized for repair. 

Attributes in this quadrant have a level of expectation that 
is relatively high but acceptable customer satisfaction is 
relatively low. Therefore, management should immediately 
make improvements in performance that can improve the 
quality of service. 

b. Quadrant B: (Hope <Perception) 

Attributes that are in quadrant B are: 

- Location dijangkauA1 easily have perceived value (X) = 
4.79 and the expectations (Y) = 4.77, because the 
expectation is smaller than the value of the perception that 
the attributes in this quadrant must be maintained. 

- The appearance of neatness and friendliness officers 
supermarket (A3) has a value perception (X) = 4.77 and 
the expectations (Y) = 4.33, because the expectations of 
the value and perception of the attributes that in this 
quadrant must be maintained. 

- Does the clerk serving with friendly, kind and thoughtful. 
(B2) has a value perception (X) = 4.62 and the 
expectations (Y) = 4.38, because the expectations of the 
value and perception of the attributes that in this quadrant 
must be maintained. 

Attributes that are in this quadrant should be retained as a 
Lion Super Indo Company excellence, because of high 
expectations and perceptions are also high. 

c.   Quadrant C: (Expectations <Perception) 

The attributes of the C quadrant are: 

- Officer Produce (fruits and vegetables) served with friendly, 
good and conscientious (B3) has a value perception (X) = 
4.13 and the expectations (Y) = 4.08, the expectations of 
small and also the perception that small attributes in this 
quadrant should be ignored because it is not too important 
for the customer. 

- Is Security officers serving with friendly and good (B6) has 
a value perception (X) = 4.13 and the expectations (Y) = 
4.08, the expectations of small and also the perception that 
small attributes in this quadrant must not be ignored because 
too important for customers. 

- Services deft (C2) has a value perception (X) = 4.19 and the 
expectations (Y) = 3.95, the expectations of small and also 
the perception that small attributes in this quadrant must be 
ignored because it is not important to the customer. 

- Security in the shop (D1) has a value perception (X) = 4.21 
and the expectations (Y) = 4.04, the expectations of small 
and also the perception that small attributes in this quadrant 
must be ignored because it is not important to the customer. 

- Provide product warranty for products purchased (D2) has a 
value perception (X) = 4.14 and the expectations (Y) = 3.78, 
the expectations of small and also the perception that small 
attributes in this quadrant must not be ignored because too 
important for customers. 

- Goods guaranteed quality (new, fit for consumption, and 
fresh) (D3) has a value perception (X) = 4.21 and the 
expectations (Y) = 3.51, the expectations of small and also 
the perception that small attributes in this quadrant should be 
ignored because it is not too important for customers 

In this quadrant of attributes that can be overlooked 
because of the attention of the management of interest rates 
and the level of customer satisfaction undervalued 

d. Quadrant D: (Expectations <Perception) 

The attributes of the quadrant D are: 

- Is the officer Butcher (meat and fish) served with friendly, 
good and conscientious (B4) has a value perception (X) = 
4.64 and the expectations (Y) = 3.99, because the 
expectation is smaller than the value of the perception that 
must reducing activity that is not important to the 
customer. 

- Is the officer Butcher (meat and fish) served with friendly, 
kind and conscientious. (C1) with the perception (X) = 
4.60 and the expectations (Y) = 3.88, because of 
expectations of a smaller value to reduce the perception 
that the activity is not important to the customer. 

- Is Merchandiser officer serving with friendly and good 
(B5) has a value perception (X) = 4.68 and the 
expectations (Y) = 3.97, because of expectations of a 
smaller value to reduce the perception that the activity is 
not important for customers , 

- Complaints and suggestions are taken seriously (E1) has a 
value perception (X) = 4.33 and the expectations (Y) = 
3.94, because of expectations of a smaller value to reduce 
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