
 

ABSTRACT 
 

BERTO MULIA WIBAWA. Customer Satisfaction Analysis For HydroVac 
Vaccine (Case On Catfish Farmers In Kabupaten Bogor). Under direction of 
UJANG SUMARWAN and FEBRIANTINA DEWI 
 

The objectives of this study were to analyze the level 
of customer satisfaction, to analyze factors influencing customer satisfaction, and 
to formulate the strategies to improve customer satisfaction HydroVac Vaccine 
products in BPPBAT.  The study tested a combination model of customer 
satisfaction developed by Minor and Mowen (1998), Dutka (1994), and Fornell 
(1992). The data for this study were collected from 165 respondents who were 
customers of HydroVac Vaccine product who used the product at least three times 
for catfish and living in Kabupaten Bogor in February-March 2012. Structural 
Equation Modelling (SEM) and Customer Satisfaction Index (CSI) were used to 
analyze the data.  SEM was utilized to analyze factors influencing customer 
satisfaction. CSI was utilized to measure the level of overall customer satisfaction 
to the product and give a percentage of how far the product can meet customer 
satisfaction. The model will be develop from Mowen and Minor’s 10 exogenous 
latent variables (reliability, performance, features, aesthetics, guarantee, complaint 
handling, courtesy, communication, convinience acquisition, and perceived 
quality) combining with Dutka’s 3 exogenous latent variables (product, service, 
and purchase) and Fornell’s endogenous latent variables (satisfaction) which 
modified according to the conditions of product. The study conceptualized all 
factors influencing customers satisfaction as latent variables which had several 
indicator variables. For each exogenous latent variable was assessed by several 
questions/statements. Respondents were asked to expressed their 
agreement/satisfaction/willingness for each statement. The dependent variable 
was customer satisfaction which was assessed by a 5 point rating scale. The 
results of the study showed that only the product dimension that can influence 
customer satisfaction, meanwhile service and purchase dimension did not 
significantly influence customer satisfaction. From the estimates of SEM output, 
the result of CSI for HydroVac Vaccine is 67,85%.  The results of the study 
suggested for managerial implications to increasing the level of customer 
satisfaction by implementing marketing mix strategy in product, price, place, and 
promotion. 
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