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PENGARUH KUALITAS PRODUK DAN KUALITAS PELAYANAN 

TERHADAP KEPUASAN KONSUMEN EAZY COFFEE JOMBANG 

 

THE INFLUENCE OF PRODUCT QUALITY AND SERVICE QUALITY ON 

CUSTOMER SATISFACTION EAZY COFFEE JOMBANG 

 

 

Lulu Rahmawati, Sri Tjondro Winarno, Ida Syamsu Roidah 

 

ABSTRAK 

 

      Bisnis coffee shop di kabupaten Jombang mengalami kemajuan yang sangat 

pesat.  Setiap coffee shop harus dapat meningkatkan kualitas produk dan kualitas 

pelayanan agar terciptanya kepuasan konsumen.  Salah satunya adalah Eazy 

Coffee.  Tujuan dari penelitian ini adalah untuk menganalisis pengaruh kualitas 

produk terhadap kepuasan konsumen Eazy Coffee, untuk menganalisis pengaruh 

kualitas pelayanan terhadap kepuasan konsumen Eazy Coffee, dan untuk 

menganalisis tingkat kepuasan konsumen Eazy Coffee.  Penelitian ini dilakukan di 

kota Jombang tepatnya di Eazy Coffee.  Metode analisis data yang digunakan 

adalah Structural Equation Modelling (SEM) dengan pendekatan Partial Least 

Square (PLS) dan Customer Satisfaction Index (CSI).  Berdasarkan hasil 

penelitian menunjukkan bahwa 1) Terdapat pengaruh yang signifikan antara 

kualitas produk terhadap kepuasan konsumen. 2) Terdapat pengaruh yang 

signfikan antara kualitas pelayanan terhadap kepuasan konsumen. 3) Tingkat 

kepuasan konsumen Eazy Coffee berada pada taraf sangat puas dengan nilai 

sebesar 88,65 persen.  

Kata kunci : kualitas produk, kualitas pelayanan, kepuasan konsumen 

ABSTRACT 

      The coffee shop business in Jombang district is progressing very rapidly.  

Every coffee shop must be able to improve product quality and service quality in 

order to create customer satisfaction.  One of them is Eazy Coffee.  The purpose of 

this study was to analyze the effect of product quality on Eazy Coffee customer 

satisfaction, to analyze the effect of service quality on Eazy Coffee customer 

satisfaction, and to analyze the level of customer satisfaction of Eazy Coffee.  This 

research was conducted in the city of Jombang, precisely at Eazy Coffee.    The 

data collection method used is the questionnaire method and the interview 

method.  The data analysis method used is Structural Equation Modeling (SEM) 

with the Partial Least Square (PLS) approach and the Customer Satisfaction Index 

(CSI).   Based on the research results show that 1) There is a significant influence 

between product quality on customer satisfaction. 2) There is a significant 

influence between service quality on customer satisfaction. 3) The level of 

customer satisfaction of Eazy Coffee is at a very satisfied level with a value of 

88.65 percent.  

Keywords: product quality, service quality, customer satisfaction 
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