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ABSTRAK 

IMELDA PUTRI WARDANI, PENGARUH PACKAGING, PRICE DAN 

ELECTRONIC WORD OF MOUTH TERHADAP KEPUASAN 

PELANGGAN KOPI FORE BG JUNCTION MALL SURABAYA STUDI 

PADA GENERASI Z DI SURABAYA) 

Penelitian ini bertujuan untuk menganalisis pengaruh Kemasan (X1), Harga (X2), 

dan Electronic Word of Mouth (X3) terhadap Kepuasan Pelanggan (Y) di kalangan 

konsumen Generasi Z di gerai Kopi Fore di BG Junction Mall, Surabaya, baik 

secara simultan maupun parsial. Penelitian ini menggunakan pendekatan kuantitatif 

dengan metode asosiatif. Data primer dikumpulkan melalui kuesioner Google 

Forms dari 150 responden yang dipilih menggunakan teknik purposive sampling 

(pengambilan sampel non-probabilitas), yang berdomisili di Surabaya, berusia 

minimal 17 tahun, dan pernah membeli produk dari Kopi Fore di BG Junction Mall. 

Data tersebut dianalisis menggunakan uji validitas, uji reliabilitas, uji asumsi klasik, 

regresi linier berganda, koefisien determinasi, uji F, dan uji t dengan bantuan SPSS. 

Hasil penelitian menunjukkan bahwa Kemasan, Harga, dan Electronic Word of 

Mouth secara simultan memiliki pengaruh positif dan signifikan terhadap Kepuasan 

Pelanggan (F terhitung = 56,388 > F tabel = 2,67; p = 0,000), dengan koefisien 

determinasi (R²) sebesar 0,537 atau 53,7%. Secara parsial, ketiga variabel tersebut 

juga ditemukan memiliki pengaruh positif dan signifikan, dengan Word of Mouth 

Elektronik menunjukkan pengaruh yang paling dominan (nilai t terhitung 5,183), 

diikuti oleh Harga (nilai t terhitung 4,534) dan Kemasan (t-hitung 3,076). Temuan 

ini menunjukkan bahwa strategi pemasaran Kopi Fore perlu mengintegrasikan 

inovasi kemasan, penetapan harga yang kompetitif, dan manajemen reputasi digital 

untuk memaksimalkan pelanggan Generasi Z. 

Kata Kunci: Pengemasan, Harga, Promosi dari Mulut ke Mulut Elektronik, 

Kepuasan Pelanggan, Generasi Z. 
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ABSTRAK 

IMELDA PUTRI WARDANI ,THE INFLUENCE OF PACKAGING, PRICE, 

AND ELECTRONIC WORD OF MOUTH ON CUSTOMER SATISFACTION 

WITH COFFE FORE AT BG JUNCTION MALL IN SURABAYA A STUDI OF 

GENERATION Z IN SURABAYA) 

This study aims to analyze the effects of Packaging (X1), Price (X2), and Electronic 

Word of Mouth (X3) on Customer Satisfaction (Y) among Generation Z consumers 

at the Kopi Fore outlet in BG Junction Mall, Surabaya, both simultaneously and 

partially. The study employs a quantitative approach using an associative method. 

Primary data were collected via a Google Forms questionnaire from 150 

respondents selected using purposive sampling (non-probability sampling), who 

reside in Surabaya, are at least 17 years old, and have previously purchased 

products from Kopi Fore at BG Junction Mall. The data were analyzed using 

validity tests, reliability tests, classical assumption tests, multiple linear regression, 

the coefficient of determination, the F-test, and the t-test with the aid of SPSS. The 

results indicate that Packaging, Price, and Electronic Word of Mouth 

simultaneously have a positive and significant effect on Customer Satisfaction 

(calculated F = 56.388 > table F = 2.67; p = 0.000), with a coefficient of 

determination (R²) of 0.537 or 53.7%. Partially, all three variables were also found 

to have a positive and significant effect, with Electronic Word of Mouth showing 

the most dominant influence (t-calculated 5.183), followed by Price (t-calculated 

4.534) and Packaging (t-calculated 3.076). These findings indicate that Kopi 

Fore’s marketing strategy needs to integrate packaging innovation, competitive 

pricing, and digital reputation management to maximize Generation Z customer 

satisfaction. 

Keywords: Packaging, Price, Electronic Word of Mouth, Customer Satisfaction, 

Generation Z    
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