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ABSTRAK

Tujuan penelitian adalah untuk mendiskripsikan kualitas produk, fasilitas dan kepuasan
pelanggan, mengetahui dan menganalisis pengaruh kualitas produk terhadap kepuasan pelanggan
serta mengetahui dan menganalisis apakah Fasilitas memoderasi. pengaruh kualitas produk
terhadap kepuasan pelanggan kedai kopi di kota Surabaya. Populasi penelitian adalah pelanggan
Kedai Kopi di kota Surabaya. Sampel penelitian menggunakan purposive sampling sebesar 150
pelanggan. Alat analisis menggunakan rentang skala, uji asumsi klasik Moderrated Regression
Analysis (MRA). Temuan penelitian menunjukkan Kualitas produk kopi pada kedai kopi di
Surabaya sangat baik. Fasilitas kedai kopi di Surabaya lengkap. Pelanggan sangat merasa puas
dengan kualitas produk dan fasilitas yang lengkang. Kualitas produk berpengaruh signifikan terhadap
kepuasan pelanggan kedai kopi di Surabaya. Fasilitas berpengaruh signifikan terhadap kepuasan pelanggan
kedai kopi di Surabaya. Fasilitas memoderasi pengaruh kualitas produk terhadap kepuasan pelanggan

Kata kunci: Kualitas Produk, Fasilitas, Kepuasan Pelanggan.



THE INFLUENCE OF PRODUCT QUALITY ON CUSTOMER SATISFACTION WITH
FACILITIES AS MODERATION
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ABSTRACK

The research objective is to describe product quality, facilities and customer satisfaction, Know
and analyze the effect of product quality on customer satisfaction, find out and analyze whether
facilities moderate the influence of product quality on coffee shop customer satisfaction in the city
of Surabaya. The research population is coffee shop customers in the city of Surabaya. The
research sample used purposive sampling of 150 customers. The analysis tool uses a range of
scales, the classic assumption test of Moderated Regression Analysis (MRA). Research findings
show that the quality of coffee products in coffee shops in Surabaya is very good. Complete coffee
shop facilities in Surabaya. Customers are very satisfied with the quality of the products and
complete facilities. Product quality has a significant effect on coffee shop customer satisfaction
in Surabaya. Facilities have a significant effect on coffee shop customer satisfaction in Surabaya.
Facilities moderate the influence of product quality on customer satisfaction

Keywords: Product Quality, Facilities, Customer Satisfaction
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