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ABSTRAK

DAIVAN PUTRA TANZAGA, PENGARUH STORE ATMOSPHERE,
SERVICE QUALITY, DAN PRODUCT QUALITY TERHADAP CUSTOMER
LOYALTY PADA COLD ‘N BREW GUBENG KOTA SURABAYA

Penelitian ini bertujuan untuk menganalisis pengaruh suasana toko, kualitas
pelayanan, dan kualitas produk terhadap loyalitas pelanggan pada Cold ‘N Brew
Gubeng Surabaya. Metode penelitian yang digunakan adalah kuantitatif asosiatif
dengan teknik pengambilan sampel purposive sampling sebanyak 100 responden.
Pengolahan data dilakukan menggunakan analisis regresi linier berganda dengan
bantuan SPSS. Hasil penelitian menunjukkan bahwa secara simultan variabel
suasana toko, kualitas pelayanan, dan kualitas produk berpengaruh positif dan
signifikan terhadap loyalitas pelanggan. Secara parsial, ketiga variabel tersebut juga
terbukti memiliki pengaruh positif dan signifikan terhadap loyalitas pelanggan.
Temuan ini menegaskan bahwa suasana toko, kualitas pelayanan, dan kualitas
produk merupakan faktor penting dalam membangun loyalitas pelanggan di industri
kedai kopi yang kompetitif.

Kata Kunci: Store Atmosphere, Service Quality, Product Quality, Customer Loyalty
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ABSTRACT

DAIVAN PUTRA TANZAGA, THE |INFLUENCE OF STORE
ATMOSPHERE, SERVICE QUALITY, AND PRODUCT QUALITY ON
CUSTOMER LOYALTY AT COLD 'N BREW GUBENG, SURABAYA

This study aims to analyze the effect of store atmosphere, service quality, and
product quality on customer loyalty at Cold 'N Brew Gubeng Surabaya. The
research method used is quantitative associative with purposive sampling technique
involving 100 respondents. Data processing was performed using multiple linear
regression analysis with the help of SPSS. The results showed that simultaneously,
the variables of store atmosphere, service quality, and product quality had a
positive and significant effect on customer loyalty. Partially, the three variables
were also proven to have a positive and significant effect on customer loyalty. These
findings confirm that store atmosphere, service quality, and product quality are
important factors in building customer loyalty in the competitive coffee shop
industry.

Keywords: Store Atmosphere, Service Quality, Product Quality, Customer Loyalty



