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ANALISIS PENGARUH KUALITAS PELAYANAN TERHADAP
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ABSTRAK

Seiring berkembangnya jumlah kedai kopi di Indonesia menyebabkan peningkatan
jumlah persaingan dari Starbucks Coffee Manyar Surabaya untuk mempertahankan
konsumen. Tujuan dari penelitian ini adalah untuk Mengidentifikasi karakteristik
konsumen Starbucks Coffee Manyar Surabaya, dan Menganalisis pengaruh
kualitas pelayanan terhadap kepuasan konsumen di Starbucks Coffee Manyar
Surabaya. 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, Responsiveness, Assurance dan Empathy berpengaruh secara
signifikan terhadap Kepuasan Konsumen. Sedangkan dimensi Kualitas Pelayanan

Reliability tidak berpengaruh secara signifikan terhadap Kepuasan Konsumen.

Kata kunci : Kafe, Kualitas Pelayanan, Kepuasan Konsumen



ANALYSIS OF THE INFLUENCE OF SERVICE QUALITY ON
CUSTOMER SATISFACTION AT STARBUCKS COFFEE MANYAR
SURABAYA

MUHAMMAD RIDHO NALENDRO, INDRA TJIAHAYA AMIR,
PAWANA NUR INDAH
Program Studi Agribisnis Fakultas Pertanian, Universitas Pembangunan
Nasional “Veteran” Jawa Timur
Co-author email : ridhonalendro08@gmail.com

ABSTRACT

The rapid development of coffeeshops in Indonesia was certainly increased the
amount of competitors of Starbucks Coffee Manyar Surabaya to attract customers.
This research was conducted to identify the characteristics of consumers at
Starbucks Coffee Manyar Surabaya, and to determine the effect of service quality
on consumer satisfaction at Starbucks Coffee Manyar Surabaya. This study uses
analysis of Structural Equation Modeling (SEM) through the Partial Least Squares
(PLS) approach. The results of the study indicates that the service quality
dimensions such as Tangibles, Responsiveness, Assurance and Empathy
significantly influences Customer Satisfaction. While the other service quality
dimension such as Reliability does not significantly influences Customer

Satisfaction.

.Keywords : Cafe, Service Quality, Customer Satisfaction
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