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ABSTRAK 

 

Kebutuhan manusia akan sandang akan terus meningkat seiring dengan 

meningkatnya jumlah penduduk. Hal ini membuat industri pengolahan makanan 

dan minuman seperti restoran menjadi salah satu bisnis yang menjanjikan karena 

selalu diminati oleh masyarakat dan memiliki peluang tinggi meraup keuntungan 

yang besar. Para pemilik bisnis restoran memerlukan strategi yang tepat untuk 

memberikan kepuasan pada para pelanggan sehingga dapat bersaing dengan 

restoran lainnya. Tujuan dari penelitian ini adalah untuk mengetahui apakah store 

atmosphere, brand image, kualitas pelayanan, dan kualitas produk berpengaruh 

terhadap kepuasan pelanggan di restoran Moi Village Surabaya Barat. Populasi dari 

penelitian ini adalah seluruh konsumen yang pernah melakukan pembelian di 

restoran Moi Village Surabaya Barat. Jumlah sampel yang digunakan sebanyak 100 

responden. Data dalam penelitian ini diolah menggunakan SPSS versi 27. Hasil 

analisis data menunjukkan semua item pernyataan valid dengan r hitung > r tabel 

sebesar 0,1966, dan semua variabel dinyatakan reliabel dengan nilai cronbach’s 

Alpha > 0,60. Hasil uji asumsi klasik menunjukkan seluruh variabel berdistribusi 

normal, tidak terjadi gejala multikolinearitas, dan tidak heteroskedastisitas. Hasil 

persamaan regresi linear berganda dalam penelitian ini adalah 𝑌 =  𝟐, 𝟎𝟕𝟎 +

𝟎, 𝟏𝟖𝟓 𝑿𝟏 + 𝟎, 𝟏𝟏𝟎 𝑿𝟐 + 𝟎, 𝟏𝟎𝟏 𝑿𝟑 + 𝟎, 𝟐𝟓𝟎 𝑿𝟒. Besarnya pengaruh store 

atmosphere, brand image, kualitas pelayanan, dan kualitas produk terhadap 

kepuasan pelanggan di restoran Moi Village Surabaya Barat berdasarkan adjusted 

r2 adalah 50%. Hasil uji t menunjukkan bahwa store atmosphere dan kualitas 

produk berpengaruh signifikan terhadap kepuasan pelanggan, sedangkan brand 

image dan kualitas pelayanan tidak berpengaruh terhadap kepuasan pelanggan. 

 

Kata kunci: Store atmosphere, brand image, kualitas pelayanan, kualitas 

produk, dan kepuasan pelanggan 
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ABSTRACT 

 

Human needs for clothing will continue to increase along with the 

increasing population. This makes the food and beverage processing industry such 

as restaurants one of the promising businesses because they are always in demand 

by the public and have a high chance of making big profits. Restaurant business 

owners need the right strategy to provide satisfaction to customers so that they can 

compete with other restaurants. The purpose of this study was to determine whether 

store atmosphere, brand image, service quality, and product quality affect customer 

satisfaction at the Moi Village restaurant in West Surabaya. The population of this 

study was all consumers who had made purchases at the Moi Village restaurant in 

West Surabaya. The number of samples used was 100 respondents. The data in this 

study were processed using SPSS version 27. The results of the data analysis 

showed that all statement items were valid with r count > r table of 0.1966, and all 

variables were declared reliable with a Cronbach's Alpha value> 0.60. The results 

of the classical assumption test showed that all variables were normally distributed, 

there were no symptoms of multicollinearity, and no heteroscedasticity. The results 

of the multiple linear regression equation in this study are Y = 2.070 + 0.185 X1 + 

0.110 X2 + 0.101 X3 + 0.250 X4. The magnitude of the influence of store 

atmosphere, brand image, service quality, and product quality on customer 

satisfaction at the Moi Village restaurant, West Surabaya based on adjusted r2 is 

50%. The results of the t-test show that store atmosphere and product quality have 

a significant effect on customer satisfaction, while brand image and service quality 

do not affect customer satisfaction. 

 

Keywords:  Store atmosphere, brand image, service quality, product quality, 

and customer satisfaction  


