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ABSTRACT 

This research aims to determine the effect of service quality on consumer 

satisfaction. This research was conducted at the Nagata Kopitiam coffee shop in 

2024. This research is based on the dimensions of service quality, namely: tangibles 

(physical evidence), reliability (reliability), responsiveness (responsiveness), 

assurance (guarantee) and empathy (empathy) towards Customer satisfaction. 

Respondents in this study were 50 respondents with the criteria of being over 16 

years old and having purchased the product at least twice. This research uses the 

SEM method with the Warp Pls 8.0 analysis tool. The results of this research 

indicate that service quality has a positive effect on consumer satisfaction. 

Keywords : Consumer Satisfaction, Quality of Service 

 

 

 

ABSTRAK 

Penelitian ini bertujuan mengetahui pengaruh kualitas pelayanan terhadap 

kepuasan konsumen. Penelitian ini dilaksanakan di coffee shop Nagata Kopitiam 

pada tahun 2024. Penelitian ini berdasarkan dimensi kualitas pe-layanan, yaitu: 

tangibles (bukti fisik), reliability (keandalan), responsiveness (daya tanggap), 

assurance  (jaminan)  dan  empathy  (empati)  terhadap  kepuasan  

pelangganResponden dalam penelitian ini terdapat 50 responden dengan kriteria 

diatas 16 tahun dan pernah membeli produk minimal 2 kali. Penelitian ini 

menggunakan metode SEM dengan alat analisis Warp Pls 8.0. Hasil penelitian ini 

menunjukkan bahwa kualitas pelayanan berpengaruh positif terhadap kepuasan 

konsumen. 

Kata Kunci : Kepuasan Konsumen, Kualitas Pelayanan 

mailto:sritjondro_w@upnjatim.ac.id
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