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PENGARUH SERVICE QUALITY, STORE ATMOSPHERE, PRICE
FAIRNESS TERHADAP CUSTOMER SATISFACTION PADA INDUSTRI
COFFEE SHOP DI TANGERANG (PADA MAKEMA COFFE
TANGERANG)”

Rahmada Diva Prastya

ABSTRAK

Coffee shop yang terus bertambah di kota Tangerang, dapat menimbulkan
sebuah gaya hidup yang baru bagi masyarakat kota Tangerang. Hal ini dapat
menjadi sebuah peluang bisnis yang sangat potensial yang dapat dimanfaatkan oleh
setiap pelaku usaha. Para pelaku usaha berlomba-lomba untuk menciptakan suatu
perbedaan yang dapat menjadi sebuah keunggulan dibandingkan para pesaingnya.
Namun dalam menjalankan usahanya pelaku usaha harus memperhatikan beberapa
elemen yang penting untuk dapat menarik perhatian konsumennya. Hal demikian
berpengaruh agar para pelaku usaha bisnis coffee shop mendapatkan kepuasan
konsumen dari para pengunjungnya. Penelitian ini bertujuan untuk menganalisis
faktor-faktor yang mempengaruhi Customer Satisfaction Makaema coffee. dengan
analisis regresi. Survei online disebarkan dan berhasil mengumpulkan 102
responden yang memenuhi syarat dengan metode nonprobability sampling —
judgemental sampling, yang kemudian dianalisis menggunakan software SPSS
versi 23. Berdasarkan hasil penelitian ini, diperoleh hasil bahwa faktor Service
Quality memiliki pengaruh positif dan signifikan terhadap Customer Satisfaction,
Store Atmosphere memiliki pengaruh positif dan signifikan terhadap Customer
Satisfaction, dan Price Fairness memiliki pengaruh positif dan signifikan terhadap
Customer Satisfaction.

Kata kunci: Service Quality, Store Atmosphere, Price Fairness, Customer
Satisfaction
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THE EFFECT OF SERVICE QUALITY, STORE ATMOSPHERE, PRICE
FAIRNESS ON CUSTOMER SATISFACTION IN THE COFFEE SHOP
INDUSTRY IN TANGERANG (AT MAKEMA COFFEE TANGERANG)

Rahmada Diva Prastya

ABSTRACT

The growing number of coffee shops in Tangerang city has created a new
lifestyle for the people of Tangerang city. This can be a very potential business
opportunity that can be utilized by every business actor. Businesses are competing
to create a difference that can be an advantage over their competitors. However, in
running their business, business actors must pay attention to several important
elements to attract the attention of their consumers. This is influential so that coffee
shop business actors get customer satisfaction from their visitors. This study aims
to analyze the factors that influence Customer Satisfaction Makaema coffee. with
regression analysis. An online survey was distributed and managed to collect 102
qualified respondents using the nonprobability sampling method - judgmental
sampling, which was then analyzed using SPSS software version 23. Based on the
results of this study, it was found that the Service Quality factor has a positive and
significant influence on Customer Satisfaction, Store Atmosphere has a positive and
significant influence on Customer Satisfaction, and Price Fairness has a positive
and significant influence on Customer Satisfaction.

Keyword: Service Quality, Store Atmosphere, Price Fairness, Customer
Satisfaction
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