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ABSTRAK

Perkembangan bisnis kuliner di Indonesia semakin lama semakin bertumbuh dan
berkembang terutama di kota Surabaya. Salah satu bistro di Surabaya yaitu
Gatherinc Bistro & Bakery yang terletak di Jalan Taman Puspa Raya A2 no 11,
Kec. Sambikerep, Surabaya. Penelitian ini bertujuan untuk mengetahui pengaruh
kualitas produk, harga, kualitas pelayanan dan store atmosphere terhadap
kepuasan pelanggan di Gatherinc Bistro & Bakery Surabaya. Metode yang
digunakan dalam penelitian ini adalah metode penelitian kuantitatif dengan
memberikan pernyataan kuesioner kepada 100 responden yang merupakan
pelanggan Gatherinc Bistro & Bakery Surabaya. Penelitian ini diuji dengan
menggunakan Uji Validitas, Uji Reliabilitas, Uji Asumsi Klasik ( Uji Normalitas,
Uji Multikolinearitas, Uji Heteroskedastisitas), Uji F, Uji Regresi Linear
Berganda, Koefisien Determinan dan Uji t. Pada Uji t didapatkan hasil penelitian
variabel kualitas produk (X1) 1.648 < 1.985 dengan tingkat signifikan 0.103 >
0.050 yang artinya kualitas produk tidak berpengaruh terhadap kepuasan
pelanggan di Gatherinc Bistro & Bakery Surabaya, variabel harga (X2) 0.176 <
1.985 dengan tingkat signifikan 0.861 > 0.050 yang artinya harga tidak
berpengaruh terhadap kepuasan pelanggan di Gatherinc Bistro & Bakery
Surabaya, kualitas pelayanan (X3) 3.755 > 1.985 dengan tingkat signifikan 0.000
< 0.050 yang artinya kualitas pelayanan berpengaruh terhadap kepuasan
pelanggan di Gatherinc Bistro & Bakery Surabaya, dan store atmosphere (X4)
2.280 > 1.985 dengan tingkat signifikan 0.025 < 0.050 yang artinya store
atmosphere berpengaruh terhadap kepuasan pelanggan di Gatherinc Bistro &
Bakery Surabaya. Kesimpulan pada penelitian ini adalah variabel kualitas produk
dan harga tidak berpengaruh terhadap kepuasan pelanggan karena kualitas produk
dan harga yang diberikan oleh Gatherinc Bistro & Bakery Surabaya tidak jauh
berbeda dengan cafe atau bistro lainnya yang ada di Surabaya, sedangkan variabel
kualitas pelayanan dan store atmosphere berpengaruh terhadap kepuasan
pelanggan di Gatherinc Bistro & Bakery Surabaya.

Kata Kunci : Kualitas Produk, Harga, Kualitas Pelayanan, Store Atmosphere dan
Kepuasan Pelanggan.
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ABSTRACT

The development of culinary business in Indonesia, particularly in Surabaya, is
growing and developing increasingly. Gatherinc Bistro & Bakery is one of the
bistros in Surabaya and is located on JI. Taman Puspa Raya A2 no 11,
Sambikerep, Surabaya. The aim of this study is to determine the effect of quality
of product, price, quality of service, store atmosphere and customer satisfaction at
Gatherinc Bistro & Bakery Surabaya. The method used in this study is
quantitative research by giving a questionnaire statement to 100 participants who
are customers of Gatherinc Bistro & Bakery Surabaya. This research was tested
using the Validity Test, Reliability Test, Classical Assumption Test (Normality
Test, Multicollinearity Test, Heteroscedasticity Test), F Test, Multiple Linear
Regression Test, Determinant Coefficient and t test. In the t test, the research
results showed that the variable quality of the product (X1) 1.648 <1.985 with a
significant level of 0.103> 0.050, which means that quality of product has no
significant effect on customer satisfaction at Gatherinc Bistro & Bakery Surabaya,
variable price (X2) 0.176 <1.985 with a significant level of 0.861 > 0.050, which
means that price does not have a significant effect on customer satisfaction at
Gatherinc Bistro & Bakery Surabaya, quality of service (X3) 3.755> 1.985 with a
significant level of 0.000 <0.050, which means that quality of service has a
significant effect on customer satisfaction at Gatherinc Bistro & Bakery Surabaya,
and the store atmosphere (X4) 2.280> 1.985 with a significant level of 0.025
<0.050, which means that store atmosphere has a significant effect on customer
satisfaction at Gatherinc Bistro & Bakery Surabaya. The conclusion of this study
is that the product and price quality variables do not have a major impact on
customer satisfaction because the quality of products and prices given by
Gatherinc Bistro & Bakery Surabaya are not much different from other cafe or
bistro in Surabaya, whereas the service quality and store environment variables at
Gatherinc Bistro & Bakery Surabaya have an impact on customer satisfaction.

Keywords: Quality of product, price, quality of service, store atmosphere, and
customer satisfaction.
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