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Abstract  

In this day and age, developments do not only occur in technological aspects, but social 

aspects such as individual or consumer behavior are also experiencing changes and 

developments, where digitalization makes it easier for consumers to access and manage 

information, influencing consumer behavior such as decisions taken, aspects to pay attention 

to. when making a purchase, the values that are appreciated, and other things that can 

influence a consumer's purchasing behavior. This encourages companies to improve 

performance and performance in accordance with the expectations of consumers themselves, 

especially retail stores which continue to develop in accordance with developments in 

consumers. In Quadrant 1 which shows high importance low performance is an element that 

needs to be paid attention to because in the eyes of consumers this element is an important 

thing, in Quadrant 2 which shows high importance high performance where the performance 

and interests held in consumer perception have been fulfilled properly so that these elements 

need to be maintained. 
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INTRODUCTION 

In this day and age, developments do not only occur in technological aspects, but social 

aspects such as individual or consumer behavior are also experiencing changes and 

developments, where digitalization makes it easier for consumers to access and manage 

information, influencing consumer behavior such as decisions taken, aspects to pay attention 

to. when making a purchase, the values that are appreciated, and other things that can 

influence a consumer's purchasing behavior. This encourages companies to improve 

performance and performance in accordance with the expectations of consumers themselves, 

especially retail stores which continue to develop in accordance with developments in 

consumers. To be able to create a good image in a retail store, of course it is necessary to 

determine or research the aspects that make consumers interested in coming and shopping at 

that store, where the things that encourage consumers to come and shop can be driven by 

quality, availability, friendliness of employees, easy access to locations, and other aspects that 

consumers consider important. Therefore, a shop needs to consider whether all the elements 

it has (availability, quality level, etc.) already have quality numbers or services in the eyes of 

its consumers. One of the shops that is known and frequently visited by consumers in the 

Medang Lestari area, Gading Serpong, namely Alfamidi Super, is inseparable from the level 

of service expected by its consumers, which in this research measures the level of service that 

Alfamidi Super has provided to its consumers and it is hoped that the research This can be 
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data or a reference source for Alfamidi Super Medang Lestari in the Gading Serpong area so 

that it can improve the services it has in order to uphold increasing consumer satisfaction. 

 
METHOD  

The object of this research is Alfamidi which is located on Jalan Medang Lestari Gading 

Serpong. The sample is a part of the whole and the characteristics possessed by a population. 

If the population is large, it is certainly not possible for researchers to study everything in that 

population, some of the obstacles that will be faced include limited funds, energy and time, 

so in this case it is necessary to use samples taken from that population. Furthermore, what is 

learned from the sample will result in conclusions which will later be applied to the 

population (Sugiyono 2008:118). In this research, the sample used was students and there were 

approximately 34 respondents from outside the university. This research uses primary data, 

because primary data was obtained through distributing questionnaires to students and other 

universities. 

  
RESULT AND DISCUSSION 

Indicators included in quadrant 1 are indicators that consumers think are important, but 

the performance shown by the company is poor. Indicators included in quadrant 2 are 

indicators that consumers consider important and the performance of the company itself is 

also good. Between importance and performance, we have found a middle point. Indicators 

included in quadrant 3 are low importance, low performance indicators. This is because 

according to consumers, after experiencing it directly, it is not important and the company's 

performance is also poor. Indicators included in quadrant 4 are low importance, high 

performance indicators. This is because according to consumers this indicator is not important 

but the company shows good performance. 

 
CONCLUSION  

In Quadrant 1 which shows high importance low performance is an element that needs 

to be paid attention to because in the eyes of consumers this element is an important thing, in 

Quadrant 2 which shows high importance high performance where the performance and 

interests held in consumer perception have been fulfilled properly so that these elements need 

to be maintained, in quadrant 3 which shows low importance low performance which is 

where a company's performance is not good but in the eyes of consumers is not that important 

so it needs to be paid attention to but is not a priority for the company, and finally in quadrant 

4 which shows low importance high Importance is something that is seen by consumers as 

not important but in terms of company performance it has been done well so that it does not 

create low quality. 
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