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ABSTRAK 

 

     Perkembangan tren bisnis kopi di Indonesia berlangsung cukup pesat selama 

beberapa waktu belakangan ini. Salah satu bentuk dari bisnis kopi yang paling 

sering di temukan saat ini adalah kedai kopi. Penelitian ini bertujuan untuk 

mengetahui pengaruh produk, harga, dan kualitas pelayanan terhadap kepuasan 

konsumen Kedai Coffee Toffee Surabaya. Populasi pada penelitian ini adalah 

konsumen yang melakukan kunjungan di Kedai Coffee Toffee Surabaya dan 

sampel pada penelitian ini sebanyak 75 responden.  

Berdasarkan hasil pengolahan data dengan SPSS versi 25, diperoleh hasil 

bahwa semua item pernyataan dari semua variabel dinyatakan valid karena r 

hitung > dari r tabel serta semua variabel dinyatakan reliabel kerena Cronbach 

Alpha > 0,6. Hasil uji normalitas menyatakan bahwa data dalam penelitian ini 

berdistribusi normal dinyatakan valid. Pada uji multikolenearitas didapati nilai 

tolerance semua variable lebih dari 0,10 dan nilai VIF kurang dari 10 sehingga 

dapat diambil kesimpulan bahwa data penelitian tidak mengalami 

multikolinieritas antara variable bebas. Pada uji heteroskedastisitas dapat dilihat 

bahwa titik-titik menyebar diatas angka 0 pada sumbu Y dan tidak membentuk 

pola yang jelas maka terjadi heterokedastisitas pada model regresi. Regresi linear 

berganda di dapatkan model regresi sebagai berikut 

Y=1.680+0.106X1+0.310X2+0.307X3. hasil uji koefisien determin (R2) adalah 

sebesar 0.675 yang artinya, produk,  harga, serta kualitas pelayanan memiliki 

proporsi pengaruh kuat terhadap kepuasan konsumen sebesar 67,5%. Pada uji t 

didapati bahwa produk, harga dan kualitas pelayanan berpengaruh signifikan 

terhadap kepuasan konsumen Kedai Coffee Toffee Surabaya. 

     Kunci :  Produk, Harga, Kualitas Pelayanan, dan Kepuasan Konsumen 
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ABSTRACT 

The development of coffee business trends in Indonesia has been going quite 

rapidly in recent times. One form of the coffee business that is most often found 

today is the coffee shop. This study aims to determine the effect of product, price, 

and service quality on customer satisfaction at Kedai Coffee Toffee Surabaya. The 

population in this study were consumers who visited the Toffee Coffee Shop in 

Surabaya and the sample in this study was 75 respondents. 

Based on the results of data processing with SPSS version 25, it was found that all 

statement items from all variables were declared valid because r count > from r table 

and all variables were declared reliable because Cronbach Alpha > 0.6. The results of 

the normality test stated that the data in this study were normally distributed and 

declared valid. In the multicollinearity test, the tolerance value of all variables was 

found to be more than 0.10 and the VIF value was less than 10 so that it can be 

concluded that the research data did not experience multicollinearity between the 

independent variables. In the heteroscedasticity test, it can be seen that the points 

spread over the number 0 on the Y axis and do not form a clear pattern, so 

heteroscedasticity occurs in the regression model. Multiple linear regression is 

obtained by the regression model as follows Y=1.680+0.106X1+0.310X2+0.307X3. 

the result of the test for the determinant coefficient (R2) is 0.675, which means that 

product, price, and service quality have a strong influence on customer satisfaction 

by 67.5%. In the t test it was found that product, price and service quality had a 

significant effect on customer satisfaction at Kedai Coffee Toffee Surabaya 

Keywords : Product, Price, Service Quality, and Consumer Satisfaction 
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