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HUBUNGAN EKUITAS MEREK DAN KEPUASAN PELANGGAN 

TERHADAP LOYALITAS PELANGGAN PADA 

 COFFEE SHOP JOKOPI SURABAYA 

 

THE RELATIONSHIP BETWEEN BRAND EQUITY AND CUSTOMER 

SATISFACTION TO CUSTOMER LOYALTY AT COFFEE SHOP 

JOKOPI SURABAYA  

 

Intan Novitasari, Sri Tjondro Winarno, Nisa Hafi Idhoh Fitriana 
 

 

ABSTRAK 

     Jokopi adalah salah satu coffee shop di Kota Surabaya yang memiliki produk 

minuman kopi kekinian. Saat ini bisnis coffee shop yang menjual berbagai macam 

merek produk minuman kopi semakin marak tersebar di kota Surabaya, oleh 

karena itu persaingan bisnis menjadi salah satu permasalahan yang di hadapi coffee 

shop Jokopi.  Penelitian ini bertujuan untuk menganalisis hubungan ekuitas merek 

dan kepuasan pelanggan terhadap loyalitas pelanggan pada coffee shop Jokopi 

Surabaya. Metode pengambilan sampel menggunakan Accidental sampling. 

responden penelitian berjumlah 50 orang pembeli produk kopi di Jokopi. Data 

hasil penelitian diolah dengan metode SEM-PLS menggunakan  bantuan Soft Ware 

WarpPLS 7.0. Hasil penelitian menunjukkan  bahwa ekuitas merek dan kepuasan 

pelanggan berhubungan positif dan signifikan terhadap loyalitas pelanggan. 

Artinya produk dari coffee shop Jokopi dapat menarik minat konsumen untuk 

selalu setia membeli produk pada coffee shop Jokopi Surabaya. 

Kata Kunci: coffee Shop, ekuitas merek, kepuasan Pelanggan, loyalitas pelanggan 

 

ABSTRACT 

      Jokopi is one of the coffee shops in the city of Surabaya which has contemporary 

coffee drink products. At present the coffee shop business that sells various brands 

of coffee drink products is increasingly widespread in the city of Surabaya, therefore 

business competition is one of the problems faced by Jokopi's coffee shop. This study 

aims to analyze the relationship between brand equity and customer satisfaction on 

customer loyalty at the Jokopi coffee shop in Surabaya. Sampling method using 

Accidental sampling. Research respondents amounted to 50 coffee product buyers 

in Jokopi. The research data were processed using the SEM-PLS method using 

WarpPLS 7.0 Soft Ware. The results showed that brand equity and customer 

satisfaction had a positive and significant relationship to customer loyalty. This 

means that products from the Jokopi coffee shop can attract consumers to always 

be loyal to buy products at the Jokopi coffee shop Surabaya. 

Keywords: Coffee Shop, Brand Equity, Customer Satisfaction, Customer Loyalty 
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