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ABSCTRACT 
 
Kebon Agung Sugar Factory is a sugar factory that collaborates with sugarcane farmers in Malang in terms 

of providing raw materials. However, due to limited land and internal problems of farmers, the supply of 

raw materials is not fulfilled properly. This study aims to analyze the satisfaction and loyalty of sugarcane 

farmers as well as the pattern of partnership between sugarcane farmers and the Kebon Agung Sugar 

Factory. The respondents in this study were 82 farmers. Processing of research data using Descriptive 

Methods, CSI, and CLI. The results showed that 1) The partnership pattern used by Kebon Agung Sugar 

Factory with sugarcane farmers is the plasma core pattern. 2) Through CSI analysis, it is known that 

sugarcane farmers are satisfied with the partnership pattern of Kebon Agung Sugar Factory with a value of 

79.8%. 3) Through CLI analysis, it is generally known that partner sugarcane farmers are loyal to the Kebon 

Agung Sugar Factory partnership with a CLI value of 83.93%. 
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INTRODUCTION 
 
Kebon Agung Sugar Factory is one of the largest sugar producers in East Java with a capacity of 13,000 

TTH (Tons of Sugarcane per Day). Even though it is a large sugar factory , it does not make the Kebon 

Agung Sugar Factory in carrying out its production activities do not experience problems. Kebon Agung 

Sugar Factory has constraints in the availability of raw materials that are increasingly limited, this is because 

land ownership per individual or per company is relatively narrow in Java Island where the land owned by 

Kebon Agung Sugar Factory is only wide. The land owned by the Kebon Agung Sugar Factory cannot meet  

production needs, so there is a need for a supply of sugarcane raw materials from outside. Meanwhile, 

sugarcane farmers themselves also have problems in sugarcane farming activities. The problem is low 

productivity and the resulting yield. The low productivity is caused by land discrepancies, suboptimal 

cultivation techniques, credit/capital difficulties, government policy bias, and price instability. 
 

Table 1. Ton Cane Capacity per Day (TCD) East Java Sugar Factory 

 

 Description Ton Cane per Day Company 

1 Kremboong 2.500 PTP Nusantara X 

2 Gempolkrep 6.500 PTP Nusantara X 

3 Jombang Baru 3.000 PTP Nusantara X 

4 Tjoekir 4.150 PTP Nusantara X 

5 Lestari 4.000 PTP Nusantara X 
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6 Meritjan 2.850 PTP Nusantara X 

7 Pesantren Baru 6.000 PTP Nusantara X 

8 Ngadirejo 6.000 PTP Nusantara X 

9 Mojopanggong 2.850 PTP Nusantara X 

10 Sudhono 2.700 PTP Nusantara XI 

11 Purwodadi 2.350 PTP Nusantara XI 

12 Rejosari 2.650 PTP Nusantara XI 

13 Pagotan 3.300 PTP Nusantara XI 

14 Kedawoeng 2.400 PTP Nusantara XI 

15 Wonolangan 2.500 PTP Nusantara XI 

16 Gending 1.550 PTP Nusantara XI 

17 Jatiroto 8.000 PTP Nusantara XI 

18 Semboro 7.000 PTP Nusantara XI 

19 Wringinanom 1.250 PTP Nusantara XI 

20 Panji 1.950 PTP Nusantara XI 

21 Asembagoes 3.000 PTP Nusantara XI 

22 Prajekan 3.300 PTP Nusantara XI 

23 Krebet Baru I 5.500 PT Rajawali Nusantara Indonesia 

24 Krebet Baru II 6.300 PT Rajawali Nusantara Indonesia 

25 Rejo Agung 6.000 PT Rajawali Nusantara Indonesia 

26 Candi Baru 2.750 PT Rajawali Nusantara Indonesia 

27 Glenmore 8.000 PTP Nusantara XII 

28 Kebon Agung 13.000 PT Kebon Agung 

29 Kebun Tebu Mas 12.000 PT Kebun Tebu Mas 

30 Rejoso Manis Indah 10.000 PT Rejoso Manis Indo 

 Total 143.350  

 

Source: (Buletin AGI IKAGI, 2020) 

 

One way to get each other’s benefits between sugar mills and sugarcane farmers is by implementing a 

partnership system, where companies collaborate with farmers to get sufficient raw materials and good 

quality. Partnership is a business strategy carried out by two or more parties for the purpose of mutual 

benefit and joint development within a certain period of time (Nurihayanti, 2022). 
 

Figure 1 Number of Kebon Agung Sugar Factory Farmers for the 2021 and 2022 Milling Seasons 

Source: KUD “Sari Bumi” Bululawang, 2022 (processed) 
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Figure 2 Number of Sugarcane Milled (Tons) in 2019 – 2021 Kebon Agung Sugar Factory 

Source : Kebon Agung Sugar Factory, 2021 (processed) 

The partnership run by Kebon Agung Sugar Factory with its partner farmers did not always go according to 

plan. There are obstacles faced in partnership activities. The obstacle is the existence of competing sugar 

mills that seize partner farmers by making attractive offers to them. Things like this make the loyal farmers 

of the Kebon Agung Sugar Factory change direction to a competing sugar factory, where they will send raw 

material supplies to competing sugar factories rather than the Kebon Agung Sugar Factory. 
 

Obstacles that occur in the implementation of partnerships between the Kebon Agung Sugar Factory and 

farmers will affect the number of partner farmers and the supply of sugarcane raw materials received. As 

seen in figure 1 and figure 2, the Kebon Agung Sugar Factory experienced a decrease in the number of 

partner farmers and a decrease in the number of milled sugarcane. 
 

Farmers who are dissatisfied with the course of the partnership will be very likely to move to another sugar 

factory. If this is left unchecked, the Kebon Agung Sugar Factory could lose its partner farmers. Consumer 

satisfaction is the level of a person’s feelings after comparing what he feels about product performance and  

what he expects (Indrasari, 2019). With the loss of partner farmers, the Kebon Agung Sugar Factory will 

experience a decrease in the supply of sugarcane raw materials so that the milling target will not be 

achieved. Therefore, it is necessary to study more deeply the satisfaction of partner sugarcane farmers with 

the existing partnership so that farmers will feel satisfied and loyal to the Kebon Agung Sugar Mill, and can 

recommend other farmers to join the partnership and also continue to supply their sugarcane stably to the 

factory. Loyalty between partner farmers and partnerships can facilitate farming activities and can facilitate 

production activities as well as in the marketing process (Hestiningtyas et al., 2022). So that it will increase 

sugar productivity at the Kebon Agung Sugar Factory. 
 

Purpose of the study 
 

Based on this background, the purpose of this study is to analyze the partnership pattern carried out by the 

Kebon Agung Sugar Factory, analyze the level of satisfaction of partner sugarcane farmers with the 

implementation of the partnership with the Kebon Agung Sugar Factory, analyze the level of loyalty of 

partner sugarcane farmers to the implementation of the partnership with the Kebon Agung Sugar Factory. 
 

Research Methods 
 

This study used a quantitative type of research. According to Sinambela (2020), quantitative research is a 

type of research that uses numbers in processing data to produce structured information. 
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Population and Sample 

The sampling method used to answer the first, second, and third objectives in this study is a non-probability 

sampling method with purposive sampling techniques. To answer the formulation of the first problem, the 

researcher chose one respondent, namely the administration of the Kebon Agung Sugar Factory tan aman 

bureau. The respondent was a person who had sufficient understanding of the partnership process 

established between the Kebon Agung Sugar Factory and partner farmers. Then to answer the formulation 

of the second and third problems, researchers chose partner farmers of Kebon Agung sugar factory who are 

members of KUD “Sari Bumi” Bululawang. The total population of sugarcane farmers in KUD “Sari Bumi” 

Bululawang in partnership with Kebon Agung Sugar Factory is 575 farmers. The population will be selected 

to be used as a research sample and used to answer questions related to the level of satisfaction and loyalty 

of sugarcane farmers who partner with the Kebon Agung Sugar Factory. 
 

Sample measurements 
 

Sample measurements were measured using the Slovin Technique because the number of study populations 

was known. Sample measurements can be used using the following formula: 
 

n = 

Information: 

n = Number of samples taken 

N = Total population 

e = Sampling error rate 
 

By using this formula, a sample of the following is obtained: 
 

n = 

n = 

n = 82,14 82 
 

From the results of the calculation above, 82 farmer respondents were obtained at KUD “Sari Bumi” 

Bululawang. 
 

Data Analysis Methods 
 

The analysis methods used in this study are: (1) Validity and Reliability Test, (2) Descriptive Analysis, (3) 

Customer Satisfaction Index (CSI) Analysis, and (4) Customer Loyalty Index (CLI) Analysis. Software used 

to facilitate the data analysis process is Microsoft Excel 2016 and SPSS version 23. 
 

Variable Measurement 
 

The variables observed in this study are variables such as the level of farmer satisfaction which consists of 

several variables seen from the partnership aspect, namely: credit assistance, frequency of coaching and 

assistance from the Kebon Agung Sugar Factory to partner farmers, saprodi facilities (production facilities), 

the implementation of milled logging, and payment of crops. Each of these variables consists of 5 

satisfaction indicators as stated by Rondhi et al., (2020). Then the next observed variable is the level of 

farmer loyalty. The measurement in this analysis uses a scale of 5 ranks, namely the Likert scale. The Likert 

scale is a scale that shows the relationship between statements and a person’s attitude towards something.
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RESULTS AND DISCUSSION 
 
Pola Kemitraan antara Pabrik Gula Kebon Agung dengan Petani 

 

Analyzing the partnership pattern of Kebon Agung Sugar Factory with partner sugarcane farmers is carried 

out by knowing the registration process carried out by farmers before carrying out the partnership 

program. New farmers who want to partner with Kebon Agung Sugar Factory must first join a farmer group 

that will later guide the new farmer to partner with the company. The farmer group represented by the group 

leader submitted a letter requesting cooperation to the Sugar Factory Field Officer (PLPG) which was later 

submitted to the Head of the Plant Section. This submission is also known and assisted by the Village Unit  

Cooperative (KUD). Farmers who register as partner farmers are directly processed by the plant 

administration by submitting several required requirements such as Identity Card, Family Card, location, 

and land area. Then PLPG will survey the land that has been registered and make a map of the land which 

will later be used as evidence that the farmers have proposed partners with the Kebon Agung Sugar Factory. 

If land checks have been carried out to determine the feasibility, potential of the plantation, a partnership 

contract will be drafted and signed a contract agreement by the parties concerned. 

 

 
Figure 3. Kebon Agung Sugar Factory Partnership Pattern 

 

 

The partnership pattern used by the Kebon Agung Malang Sugar Factory with sugarcane farmers is 

classified as a plasma core pattern. Because in the field findings, it is stated that the Kebon Agung Sugar 

Factory acts as a partner/core company that partners with sugarcane farmers (partner farmers/plasma). As 

the core company of Kebon Agung Sugar Mill, it has obligations such as providing assistance to sugarcane 

farmers in obtaining capital costs or credits for sugarcane cultivation, providing assistance for production 

facilities such as seeds, fertilizers, and tractor services, providing counseling and coaching to partner 

sugarcane farmers to monitor sugarcane cultivation activities carried out by farmers, providing market 

guarantees to farmers. Meanwhile, the obligation that must be done by farmers is to provide quality millable 

sugarcane products by meeting the criteria of SCW (Sweet, Clean and Fresh). 
 

Validity and Reliability Testing 
 

Before carrying out further data analysis, validity and reliability tests were carried out as assessment 

benchmarks. Validity and reliability tests were carried out on 30 respondents who had similar characteristics 

to the research subjects. 
 

Sampling to test the validity and reliability of this study was based on the opinion of Sugiyono (2014) to 

obtain a distribution of  measurement values close  to normal, so the  number of respondents  for the
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questionnaire test with validity and reliability tests was at least 30 respondents. Respondents used in this 

study were sugarcane farmers partners of the Krebet Baru Sugar Factory. 
 

Validity Test 
 
Table 2. Validity Test Results 

 

Object Variable Indicator r count r table Information 

 

 

 

 

 

 

 

 

 

 

 

 

 

Importance 

 

 
Credit Assistance 

A1 0,482 0,361 Valid 

A2 0,400 0,361 Valid 

A3 0,452 0,361 Valid 

A4 0,383 0,361 Valid 

A5 0,733 0,361 Valid 

 

 
Implementation of coaching and mentoring 

B1 0,448 0,361 Valid 

B2 0,635 0,361 Valid 

B3 0,581 0,361 Valid 

B4 0,401 0,361 Valid 

B5 0,771 0,361 Valid 

 

 
Input facilities (Production Facility) 

C1 0,779 0,361 Valid 

C2 0,400 0,361 Valid 

C3 0,498 0,361 Valid 

C4 0,779 0,361 Valid 

C5 0,589 0,361 Valid 

 

 
Implementation of felling hauling mill 

D1 0,525 0,361 Valid 

D2 0,554 0,361 Valid 

D3 0,377 0,361 Valid 

D4 0,592 0,361 Valid 

D5 0,502 0,361 Valid 

 

 
Payment of crops 

E1 0,498 0,361 Valid 

E2 0,542 0,361 Valid 

E3 0,634 0,361 Valid 

E4 0,650 0,361 Valid 

E5 0,384 0,361 Valid 

 

 

 

 

 

 

 

 

Performance 

Credit Assistance A1 0,652 0,361 Valid 

A2 0,705 0,361 Valid 

A3 0,567 0,361 Valid 

A4 0,603 0,361 Valid 

A5 0,658 0,361 Valid 

 

 

Implementation of coaching and mentoring 

B1 0,677 0,361 Valid 

B2 0,710 0,361 Valid 

B3 0,670 0,361 Valid 

B4 0,516 0,361 Valid 

B5 0,599 0,361 Valid 

 

Input facilities (Production Facility) 

C1 0,552 0,361 Valid 

C2 0,606 0,361 Valid 
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  C2 0,606 0,361 Valid 

C3 0,578 0,361 Valid 

C4 0,690 0,361 Valid 

C5 0,780 0,361 Valid 

 

 

Implementation of felling hauling mill 

D1 0,680 0,361 Valid 

D2 0,606 0,361 Valid 

D3 0,806 0,361 Valid 

D4 0,763 0,361 Valid 

D5 0,662 0,361 Valid 

 

 

Payment of crops 

E1 0,521 0,361 Valid 

E2 0,474 0,361 Valid 

E3 0,498 0,361 Valid 

E4 0,678 0,361 Valid 

E5 0,447 0,361 Valid 

 

Based on the results in the table, all indicators used in this study were declared valid from the results of the 

validity test which showed the value of r count > r table, namely 0.361 so that these indicators could be used 

to retrieve data on research respondents. 
 

Reliability Test 
 
Table 3. Realiability Test Results 

Object Variable Indicator Cronbach Alpha Reliabilitas 

Standards 

 

 

 

 

 

 

 

 

 

 

 

Importance 

 

 
Credit Assistance 

A1 0,731 >0,60 

A2 0,725 >0,60 

A3 0,722 >0,60 

A4 0,749 >0,60 

A5 0,703 >0,60 

 

 
Implementation of coaching and mentoring 

B1 0,731 >0,60 

B2 0,715 >0,60 

B3 0,719 >0,60 

B4 0,739 >0,60 

B5 0,726 >0,60 

 

 
Input facilities (Production Facility) 

C1 0,703 >0,60 

C2 0,745 >0,60 

C3 0,731 >0,60 

C4 0,703 >0,60 

C5 0,740 >0,60 

 

 

Implementation of felling hauling mill 

D1 0,747 >0,60 

D2 0,731 >0,60 

D3 0,736 >0,60 

D4 0,737 >0,60 

  D5 0,715 >0,60 
 

 D5 0,715 >0,60 
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Based on the results in the table, all indicators used in this study were declared reliable from the results of 

the reliability test which showed a Cronbach Alpha value > 0.6 so that these indicators could be used to 

collect data on research respondents. 
 

Level of Satisfaction of Partner Sugar Cane Farmers Against Kebon Agung Sugar Factory 

Partnership 
 

Knowing the level of satisfaction of partner sugarcane farmers with the Kebon Agung Sugar Factory 

partnership as a whole can be measured by the Customer Satisfaction Index (CSI) analysis method based on 

a comparison of the level of performance and the level of importance. The calculation results from the CSI 

analysis can be seen in the following table: 

  D5 0,715 >0,60 

 

 
Payment of crops 

E1 0,722 >0,60 

E2 0,740 >0,60 

E3 0,715 >0,60 

E4 0,726 >0,60 

E5 0,717 >0,60 

 

 

 

 

 

 

 

 

 

 

 

 

 

Performance 

 

 
Credit Assistance 

A1 0,625 >0,60 

A2 0,624 >0,60 

A3 0,630 >0,60 

A4 0,654 >0,60 

A5 0,649 >0,60 

 

 
Implementation of coaching and mentoring 

B1 0,637 >0,60 

B2 0,650 >0,60 

B3 0,633 >0,60 

B4 0,644 >0,60 

B5 0,644 >0,60 

 

 
Input facilities (Production Facility) 

C1 0,640 >0,60 

C2 0,654 >0,60 

C3 0,663 >0,60 

C4 0,639 >0,60 

C5 0,637 >0,60 

 

 
Implementation of felling hauling mill 

D1 0,659 >0,60 

D2 0,626 >0,60 

D3 0,641 >0,60 

D4 0,636 >0,60 

D5 0,652 >0,60 

 

 
Payment of crops 

E1 0,681 >0,60 

E2 0,663 >0,60 

E3 0,645 >0,60 

E4 0,637 >0,60 

E5 0,659 >0,60 
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Table 4. CSI Value Calculation 

 

Indicator Mean Importance Score Mean Performance Score Weighted Factor Weighted Score 

A1 4,07 3,65 0,04 0,16 

A2 4,41 3,7 0,04 0,16 

A3 4,6 4,82 0,05 0,22 

A4 3,91 3,6 0,04 0,17 

A5 4,1 4,04 0,04 0,17 

B1 3,95 4 0,04 0,16 

B2 4,04 4,21 0,04 0,16 

B3 3,43 4,1 0,03 0,19 

B4 3,74 3,37 0,04 0,13 

B5 3,2 3,61 0,03 0,12 

C1 4,24 4,12 0,04 0,18 

C2 4,07 4,18 0,04 0,17 

C3 4,05 3,98 0,04 0,14 

C4 4,02 3,51 0,04 0,14 

C5 4,11 4,09 0,04 0,13 

D1 4,09 4,11 0,04 0,17 

D2 4,2 4,2 0,04 0,18 

D3 4,23 4,51 0,04 0,14 

D4 3,95 3,99 0,04 0,15 

D5 4,01 4,1 0,04 0,14 

E1 4,02 3,7 0,04 0,16 

E2 4,15 3,78 0,04 0,16 

E3 4,32 3,83 0,04 0,17 

E4 4,04 4,07 0,04 0,17 

E5 3,02 4 0,03 0,14 

Total 99,97 99,27 0,98 3,99 

CSI Value = (Total Weight Score / 5) X 100% = 79,8% 

 

Information : 
 

A1 = Provision of convenience from the factory to farmers regarding applying for credit to banks to carry 

out sugarcane farming 
 

A2 = Adequacy of credit assistance provided by the Kebon Agung Sugar Factory to partner farmers 

A3 = Accuracy of the schedule for extending credit assistance to farmers (early planting season period) 

A4 = Service and instructions given by Kebon Agung Sugar Factory when there are obstacles in the credit 

assistance problem 
 

A5 = Benefits obtained from credit assistance provided by the factory 
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B1 = Whether or not the Kebon Agung Sugar Factory often provides guidance to partner farmers related to 

sugarcane cultivation to harvest so as to reduce problems in sugarcane cultivation. 
 

B2 = Submission of messages that are easily understood by farmers in the implementation of guidance and 

assistance 
 

B3 = Good performance of field extension workers at Kebon Agung Sugar Factory in providing guidance 

B4 = Providing input from field extension officers regarding the cultivation problems they are facing 

B5 = Benefits obtained from the implementation of coaching and mentoring 

C1 = Provision of inputs in the right amount 

C2 = Ease of obtaining inputs 
 

C3 = Timely delivery of input assistance 
 

C4 = Quality of production inputs provided by the factory (seeds, fertilizers, logging and transport services) 

as a form of assistance to obtain sugarcane yields that meet the criteria 
 

C5 = Benefits obtained from input facilities provided by the factory 

D1 = Time for cutting and transporting milled set by the factory 

D2 = There is an SPTA (A Cut and Transport Order) issued by the factory 

D3 = Availability of logging and transport services provided by the factory 

D4 = Implementation of sugar cane milling by the Kebon Agung Sugar Factory 

D5 = Benefits obtained from the implementation of milled cutting and transport 

E1 = Speed of returning money from sugar cane milling from the Kebon Agung Sugar Factory to partner 

farmers 
 

E2 = Total profit sharing in accordance with the agreement 
 

E3 = Calculation of the yield value of the right cane milling results 
 

E4 = Compensation given by the Kebon Agung Sugar Factory if farmers can send sugarcane with the SCF* 

category 
 

E5 = Sanctions given by the Kebon Agung Sugar Factory if farmers send cane that does not meet the criteria 
 

Based on the calculation results in table 4, the total average importance value is 99.97 and the average total 

value of performance is 99.27. The average total value of the importance level that exceeds the average total 

value of the performance level shows that the Kebon Agung Sugar Factory partnership in general has not 

met the expectations of farmers. From the calculation results, the CSI index value was 79.8%. With this 

index, it shows that overall partner sugarcane farmers are satisfied with the Kebon Agung Sugar Factory 

partnership, because the value is in the range of 60%-80% which means satisfied. This is in line with 

research conducted by Utami (2019) where the level of satisfaction of farmers doing partnerships analyzed 
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using the Customer Satisfaction Index (CSI) showed 78.56% results which were included in the good and 

satisfactory category. 
 

Loyalty Level of Partner Sugar Cane Farmers To Kebon Agung Sugar Factory Partnership 
 

This study uses Customer Loyalty Index (CLI) analysis to find out how much the level of loyalty of partner 

sugarcane farmers to the Kebon Agung Sugar Factory partnership. In CLI analysis, the first step is to 

calculate the mean of each loyalty indicator or called a willing statement. This study uses three indicators to 

measure the loyalty of partner sugarcane farmers, where these indicators refer to indicators of customer 

loyalty according to Griffin (2005). Each mean of the indicator is then divided by the highest Likert scale 

value, which is five and then multiplied by 100%. Then from these calculations the average will be found to 

get the overall CLI value. The following are the results of the CLI of farmer partners of the Kebon Agung 

Sugar Factory. 
 

Table 5. CLI Value Calculation 

 

Code Indikator Loyalitas 
Willing 

Statement 
CLI (%) 

L1 
Will not switch partners to other sugar factories and is committed to 

continuing to send the harvest to the Kebon Agung Sugar Factory 
4,19 83,8 

L2 
Re-register as partner farmers in the next planting period to the 

Kebon Agung Sugar Factory 
4,3 86 

L3 
Recommended to non-partner farmers to take part in the partnership 

program at the Kebon Agung Sugar Factory 
4,1 82 

 Average  83,93 

 

The Customer Loyalty Index (CLI) value of the Kebon Agung Sugar Factory obtained is 83.93%, which is 

in the range of 70% to 90%, which can be interpreted that the current partner sugarcane farmers are loyal to 

the implementation of the Kebon Agung Sugar Factory partnership. All CLI indicators show a high index, 

with the L2 indicator having the highest index of 86% which indicates partner sugarcane farmers will re- 

register as partner farmers of Kebon Agung Sugar Factory in the next planting period. This illustrates that 

what the Kebon Agung Sugar Factory is doing today can make farmers loyal and return to their 

partnerships. While the lowest index is found in the L3 indicator, which is recommending to non-partner 

farmers. These results show that although farmers feel loyal to the Kebon Agung Sugar Factory, they are 

less interested in recommending the Kebon Agung Sugar Factory partnership to non-partner farmers. 

 

CONCLUSION 
 
Based on the results of the analysis and discussion that has been carried out, the following conclusions can 

be obtained: (1) The partnership pattern used by the Kebon Agung Malang Sugar Factory with sugarcane 

farmers is classified as a plasma core pattern, (2) Through the Customer Satisfaction Index (CSI) analysis, it  

is generally known that partner sugarcane farmers are satisfied with the partnership of the Kebon Agung 

Sugar Factory with a CSI value of 79.8%, (3) Through the analysis of the Customer Loyalty Index (CLI), it 

is generally known that partner sugarcane farmers are loyal to the Kebon Agung Sugar Factory partnership 

with a CLI value of 83.93%. 
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