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ABSTRAK  
Semakin meningkatnya konsumsi dan gaya hidup yang menjadikan kopi 

menjadi salah satu trendsetter bagi masyarakat dan membuat persaingan antar 
coffee shop semakin pesat. Para wirausaha dituntut untuk menciptakan inovasi baru 
untuk menarik minat pelanggan dalam membeli. Ekuitas merek, kualitas layanan, 
kualitas produk, dan kepuasan konsumen merupakan salah satu faktor yang 
berpotensi memengaruhi loyalitas pelanggan dalam membeli minuman kopi. 
Penelitian ini bertujuan untuk menganalisis pengaruh ekuitas merek, kualitas 
layanan, kualitas produk, dan kepuasan pelanggan terhadap loyalitas pelanggan di 
coffee shop Starbucks. Data hasil penelitian diolah dengan metode SEM-PLS 
menggunakan bantuan Soft Ware WarpPLS 7.0. Data primer dikumpulkan melalui 
kuesioner dan wawancara dengan sampel sebanyak 95 responden yang diambil 
menggunakan teknik accidental sampling. Hasil penelitian menunjukkan bahwa 
ekuitas merek, kualitas layanan, kualitas produk, dan kepuasan konsumen 
berhubungan positif dan signifikan terhadap loyalitas pelanggan.  
Kata kunci: Ekuitas Merek, Kualitas Layanan, Kualitas Produk, Kepuasan 
Pelanggan, Loyalitas Pelanggan, Coffee Shop 
 

 
ABSTRACT 

Increasing consumption and lifestyle make coffee one of the trendsetters in 
society and accelerate competition between coffee shops. The entrepreneurs are 
charged with creating new innovations to attract customers' interest in 
buying. Brand equity, service quality, product quality, and costumer satisfaction 
are among the factors that potentially influence customer loyalty when purchasing 
coffee drinks. The study aims to analyze the impact of brand equity, quality of 
service, product qualities, and customer satisfaction on customer loyalty at 
Starbucks coffee shop in Surabaya. The research data were processed using the 
SEM-PLS method using WarpPLS 7.0 Soft Ware. Primary data were collected 
through questionnaires and interviews with a sample of 95 respondents taken using 
accidental sampling technique. Research results show that brand equity, service 
quality, product quality, and costumer satisfaction are positively and significantly 
linked to customer loyalty. 
Keywords: Brand Equity, Service Quality, Product Quality, Costumer Satisfaction, 
Costumer Loyalty, Coffee Shop 
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