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ABSTRACT

As the spearhead of the company, an employee should be able to understand the
right communication to customers. Because the way employees communicate to
customers determines customer satisfaction. The purpose of this study was to determine
the effect of employee interpersonal communication on customer satisfaction at Jinawi
Kopi Yogyakarta. This type of research is quantitative. The population in the study were
consumers at Jinawi Kopi Sleman Regency. The sampling technique using the calculation
of Hair et al., (2010) amounted to 72 respondents. The instrument used was a
questionnaire. Data analysis techniques using simple linear regression analysis. The
conclusion that there is a positive and significant effect of employee interpersonal
communication on customer satisfaction at Jinawi Kopi Yogyakarta, with a p-value <0.05.
The contribution of employee interpersonal communication variables to customer
satisfaction at Jinawi Kopi Yogyakarta is 42.40%, while the remaining 57.60% is
influenced by other factors outside this study.

Keywords : coffee,yogyakarta,customers
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ABSTRAK

Sebagai ujung tombak perusahaan seorang karyawan hendaknya mampu
memahami mengenai komunikasi yang tepat terhadap pelanggan. Karena cara
berkomunikasi karyawan kepada pelanggan menentukan kepuasan pelanggan. Tujuan
penelitian ini untuk mengetahui pengaruh komunikasi interpersonal karyawan
terhadap kepuasan pelanggan di Jinawi Kopi Yogyakarta. Jenis penelitian yaitu
kuantitatif. Populasi dalam penelitian adalah konsumen di Jinawi Kopi Kabupaten
Sleman. Teknik pengambilan sampel menggunakan perhitungan Hair et al., (2010)
berjumlah 72 responden. Instrumen yang digunakan yaitu kuesioner. Teknik analisis
data menggunakan analisis regresi linear sederhana. Kesimpulan bahwa terdapat
pengaruh positif dan signifikan komunikasi interpersonal karyawan terhadap
kepuasan pelanggan di Jinawi Kopi Yogyakarta, dengan p-value < 0,05. Sumbangan
variabel komunikasi interpersonal karyawan terhadap kepuasan pelanggan di Jinawi
Kopi Yogyakarta sebesar 42,40%, sedangkan sisanya sebesar 57,60% dipengaruhi
faktor lain di luar penelitian ini.

Kata kunci : kopi,yogyakarta,pelanggan
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