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ABSTRAK 

 
Seiring berkembangnya jumlah kedai kopi di Kota Mojokerto menyebabkan 
peningkatan jumlah persaingan dari Café Budaya Kopi yang merupakan Pioner 
Kedai Kopi di Kota Mojokerto untuk mempertahankan pelanggan. Tujuan dari 
penelitian ini adalah untuk Mengidentifikasi karakteristik pelanggan Cafe Budaya 
Kopi, dan Menganalisis pengaruh kualitas pelayanan terhadap kepuasan pelanggan 
di Cafe Budaya Kopi. Metode penelitian yang digunakan adalah metode analisis 
deskriptif dan metode Structural Equation Modelling (SEM) dengan pendekatan 
Partial Least Square (PLS). Hasil penelitian menunjukan bahwa dimensi Kualitas 
Pelayanan seperti Tangible, Reliability, Responsiveness, Assurance dan Empathy 

berpengaruh secara signifikan terhadap Kepuasan Pelanggan.  
 
Kata kunci : Kualitas Pelayanan, Kepuasan Pelanggan, Partial Least Square 
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ABSTRACT 

 

As the number of coffee shops in Mojokerto City grew, it led to increased competition 
from Café Budaya Kopi, which was a pioneer of coffee shops in Mojokerto City, to 
retain customers. The purpose of this research is to identify the customer 
characteristics of Cafe Budaya Kopi and analyze the effect of service quality on 
customer satisfaction at Cafe Budaya Kopi. The research methods used are 
descriptive analysis and structural equation modeling (SEM) with a partial least 
squares (PLS) approach. The results of the study show that the dimensions of service 
quality such as tangible reliability, responsiveness, assurance, and empathy have a 
significant effect on customer satisfaction. 
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