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ABSTRAK

Tujuan penelitian ini adalah menganalisis pengaruh kualitas pelayanan, kualitas
produk, dan harga terhadap kepuasan konsumen pada kedai kopi Tjap Giling
Malang. Penelitian ini menggunakan metode kuantitatif dengan pengumpulan data
menggunakan kuesioner yang disebarkan kepada 100 responden yang merupakan
konsumen dari Kedai Kopi Tjap Giling Malang. Data yang diperoleh kemudian
dianalisis menggunakan regresi linear berganda untuk mengetahui pengaruh
variabel independen terhadap variabel dependen. Berdasarkan hasil penelitian,
kualitas layanan berpengaruh positif dan signifikan terhadap kepuasan konsumen
pada Kopi Tjap Giling Malang, kualitas produk berpengaruh positif dan signifikan
terhadap kepuasan konsumen pada Kedai Kopi Tjap Giling Malang, harga
berpengaruh positif dan signifikan pada Kedai Kopi Tjap Giling Malang, kualiatas
produk merupakan variabel dominan terhadap kepuasan pembelian pada Kedai
Kopi Tjap Giling Malang, artinya kepuasan Konsumen lebih banyak dipengaruhi
oleh kualitas produk.

Kata Kunci: Kualitas Layanan, Kualitas Produk, Harga dan Kepuasan
Pembelian
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THE EFFECT OF SERVICE QUALITY, PRODUCT QUALITY AND
PRICE ON CONSUMER SATISFACTION AT TJAP GILING MALANG
COFFEE SHOP

Achmad Panji Widodo, Marsudi, Kenny Roz
Management Study Program Faculty of Economic and Business

University Muhammadiyah Malang
J1. Raya Tlogomas No. 246 Malang

Email : achmadpaniji97 @gmail.com

ABSTRACT

The purpose of this study is to analyze the influence of service quality, product
quality, and price on consumer satisfaction at Tjap Giling Malang coffee shop.
This study uses a quantitative method with data collection using a questionnaire
distributed to 100 respondents who are consumers of Tjap Giling Malang Coffee
Shop. The data obtained were then analyzed using multiple linear regression to
determine the influence of independent variables on dependent variables. Based
on the results of the study, service quality has a positive and significant effect on
consumer satisfaction at Tjap Giling Malang Coffee Shop, product quality has a
positive and significant effect on consumer satisfaction at Tjap Giling Malang
Coffee Shop, price has a positive and significant effect on Tjap Giling Malang
Colffee Shop, product quality is the dominant variable on purchase satisfaction at
Tjap Giling Malang Coffee Shop, meaning that consumer satisfaction is more
influenced by product quality..

Keywords: Quality of Service, Product Quality, Price and Satisfaction of
Purchase
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