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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan
dan kualitas produk terhadap kepuasan konsumen toko Jokopi Merr Surabaya.
Jumlah sampel dalam penelitian ini adalah 50 responden yang berusia di atas 17
tahun dan pernah melakukan pembelian melalui layanan drive-thru Jokopi Merr.
Pengumpulan data dilakukan dengan menyebarkan kuesioner kepada responden.
Metode analisis data dalam penelitian ini menggunakan Structural Equation
Modeling-Partial Least Square (SEM-PLS) dengan aplikasi WarpPLS versi 7.
Hasil penelitian menunjukkan bahwa kualitas pelayanan dan kualitas produk

berpengaruh positif dan signifikan terhadap kepuasan konsumen.

Kata kunci: Kualitas pelayanan, kualitas produk, kepuasan pelanggan, SEM-PLS



THE EFFECT OF DRIVE-THRU SERVICE QUALITY AND PRODUCT
QUALITY ON CUSTOMER SATISFACTION JOKOPI MERR
SURABAYA

Aulia Audina Iresanti 1, Eko Priyanto 2, Sigit Dwi Nugroho 3
Department of Agribusiness, Faculty of Agriculture, University of Pembangunan

Nasional “Veteran” East Java, Surabaya, Indonesia

ABSTRACT

This study aims to determine the effect of service quality and product
quality on consumer satisfaction of Jokopi Merr Surabaya shop. The number of
samples in this study was 50 respondents who were over 17 years old and had
purchased through the Jokopi Merr drive-thru service. Data collection is carried
out by distributing questionnaires to respondents. The data analysis method in this
study uses Structural Equation Modeling-Partial Least Square (SEM-PLS) with
WarpPLS version 7 application. The results showed that service quality and

product quality had a positive and significant effect on consumer satisfaction.

Keywords: Service quality, product quality, customer satisfaction, SEM-PLS
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