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ABSTRACT

A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY:
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

By

Ratih Purnama Sari

Hasniati Halim, MM, Advisor

SWISS GERMAN UNIVERSITY

This study aims to develop a Business Improvement Project (BIP) to enhance operational
excellence and support sustainable growth within a specialty coffee roastery. The research
focuses on operational inefficiencies, product consistency, delivery reliability, and customer
satisfaction in B2B market segments.

A mixed-method approach was applied by combining qualitative analysis from interviews
and observations with quantitative analysis from customer surveys and operational data.
The findings indicate that improvements in SOP standardization, inventory management,
workflow coordination, and KPI monitoring can significantly improve operational
performance and customer satisfaction.

The study concludes that operational excellence plays a strategic role in strengthening
customer loyalty and supporting sustainable business growth within the specialty coffee
industry

Keywords: Business Improvement Project (BIP), Operational Excellence, Customer
Satisfaction, Repurchase Intention, Specialty Coffee Roastery.

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY: Page 4 of 95
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

© Copyright 2026
by Ratih Purnama Sari
All rights reserved

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY: Page 5 of 95
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

DEDICATION

This thesis is dedicated to my beloved family for their endless support, encouragement,

and prayers throughout this academic journey.

It is also dedicated to Indonesia, as a humble contribution toward the development and
advancement of the nation’s food and beverage industry, particularly within the specialty

coffee sector.

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY: Page 6 of 95
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

ACKNOWLEDGEMENTS

I would like to express my sincere gratitude to my thesis advisor for the invaluable guidance,
constructive feedback, and continuous encouragement throughout the completion of this
thesis. Their academic insight, support, and direction greatly contributed to the development

and quality of this research.

I would also like to extend my appreciation to my co-advisor and all lecturers for their
knowledge, support, and academic contributions, which enriched my understanding and

strengthened this study.

My deepest gratitude goes to my beloved family for their unwavering support, patience,
prayers, and motivation throughout my academic journey. Their encouragement has been a

constant source of strength during the completion of this thesis.

In addition, I would like to thank all respondents, colleagues, and business partners who

generously shared their time, experiences, and insights, making this research possible.

Finally, I am grateful to everyone who directly or indirectly contributed to the completion
of this thesis. I sincerely hope that this study will provide meaningful contributions to
academic development and practical business improvement, particularly within the

specialty coffee industry.

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY:
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

Page 7 of 95

TABLE OF CONTENTS

STATEMENT BY THE AUTHOR ........cccooiiiiiiiiiiiiccceeceeeen
ABSTRACT ..ottt bt
DEDICATION ..ottt ettt sttt ettt s
ACKNOWLEDGEMENTS ...ttt
TABLE OF CONTENTS ...ttt
LIST OF FIGURES ......cciiiiiiiii ettt
LIST OF TABLES ...t
CHAPTER 1 - INTRODUCTION .....ccoooiiiimiiiiiniinieiieneeie e

1.1 Background

1.2 Research Problem

1.3 Research Questions
1.4  Research Objectives
1.5  Scope and Limitations

1.6  Significance of the Study

CHAPTER 2 — LITERATUR REVIEW ......cccoiiiiiiiiiiininiiiiecciee

2.1 Conceptual Framework
2.2 Grand Theory

2.3 Previous Study

2.4 State of the Art

2.5 Research Model Design
2.6 Hypothesis Development

CHAPTER 3 — RESEARCH METHODS.......ccccciiiiiiiiiiineceeeee,

3.1  Research Design

3.2 Data Collection Method

3.3 Data Analysis Techniques

3.4  Operational Variable

3.5 Data Validation and Triangulation

CHAPTER 4 — RESULTS AND DISCUSSIONS .....ccccoiiiiiiiiiniiieneen

4.1  Company Overview
4.2 Quantitative Findings
4.3  Classical Assumption Test

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY: Page 8 of 95
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

4.4  Hypothesis Testing and Path Analysis

4.5  Qualitative Findings

4.6  Integration of Findings

4.7  Business Improvement Project (BIP)

4.8  Projected KPI Improvement

CHAPTER 5 — CONCLUSION AND RECOMMENDATIONS........cccceovverinennene 75
5.1  Conclusion

5.2  Recommendation

GLOSSARY ..ottt ettt ettt sttt eane 88
REFERENCES ...ttt ettt st 91
CURRICULUM VITAE ...ttt ettt et 92

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY: Page 9 of 95
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

LIST OF FIGURES
Figures Page
1. Conceptual Framework 37
2. Research Hypotheses 39
3. Scatterplot of Regression Residuals 59
4. Fishbone Analysis 67
5. Business Improvement Project Implementation Roadmap 73

Ratih Purnama Sari



A BUSINESS IMPROVEMENT PROJECT ON A SPECIALTY COFFEE ROASTERY: Page 10 of 95
ENHANCING OPERATIONAL EXCELLENCE AND MARKET GROWTH IN THE FOOD AND BEVERAGE INDUSTRY

LIST OF TABLES

Table Page
1. Previous Studies on Operational Excellence 31
2. Previous Studies on Customer Satisfaction and Repurchase Intention 32
3. Previous Studies Supporting Business Improvement 33
4. Case Processing Summary 52
5. Descriptive Statistics of the Operational Excellence Variable 55
6. Descriptive Statistics of the Customer Satisfaction Variable 56
7. Descriptive Statistics of the Repurchase Intention Variable 57
8. One-Sample Kolmogorov—Smirnov Test Results 58
9. Tolerance and Variance Inflation Factor (VIF) Values 59

10. Regression Results: Effect of Operational Excellence on Customer
Satisfaction 60

11. ANOVA?* 61

12. Regression Results: Effects of Operational Excellence and Customer Satisfaction

on Repurchase Intention 61
13. Model Summary 62
14. Summary of Qualitative Themes 66
15. Integrated Findings (Joint Display Analysis) 68
16. Business Improvement Initiatives 72
17. Key Performance Indicators (KPIs) 73

Ratih Purnama Sari



