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ABSTRAK 

 

Berkembangnya jumlah penduduk yang diikuti dengan gaya hidup 

masyarakat yang semakin modern, menyebabkan sektor kuliner Indonesia tumbuh 

sebanyak 12,7%. Seiring dengan perubahan gaya hidup masyarakat perkotaan, tren 

pertumbuhan kafe berbasis kopi mencapai 20 persen, khususnya di Kota Surabaya. 

Penelitian ini bertujuan untuk meneliti pengaruh product quality dan service quality 

terhadap customer satisfaction dan repurchase intention pada One Eighteenth 

Coffee di Surabaya. 

Dalam penelitian ini, jenis penelitian yang digunakan adalah penelitian 

kuantitatif dengan menggunakan desain penelitian kausal. Jumlah sampel pada 

penelitian ini adalah 150 orang yang diambil menggunakan teknik purposive 

sampling. Alat yang digunakan adalah kuesioner. Teknik analisis data dalam 

penelitian ini adalah Structural Equations Modelling dengan menggunakan aplikasi 

LISREL. 

Hasil penelitian ini menunjukkan bahwa product quality berpengaruh 

positif dan signifikan terhadap customer satisfaction, service quality berpengaruh 

positif dan signifikan terhadap customer satisfaction, customer satisfaction 

berpengaruh positif dan signifikan terhadap repurchase intention, product quality 

tidak berpengaruh terhadap repurchase intention, dan service quality berpengaruh 

positif dan signifikan terhadap repurchase intention. 

Kata Kunci: Product Quality, Service Quality, Customer Satisfaction, Repurchase 

Intention. 
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THE INFLUENCE OF PRODUCT QUALITY AND SERVICE QUALITY ON 

CUSTOMER SATISFACTION AND REPURCHASE INTENTION  

IN ONE EIGHTEENTH COFFEE IN SURABAYA 

 

ABSTRACT 

 

The growth of the population, followed by an increasingly modern lifestyle, 

has caused the Indonesian culinary sector to grow by 12.7%. In line with changes 

in the lifestyle of urban communities, the trend of coffee-based cafe growth has 

reached 20 percent, especially in the city of Surabaya. This study aims to examine 

the effect of product quality and service quality on customer satisfaction and 

repurchase intention at One Eighteenth Coffee in Surabaya. 

In this study, the type of research used is quantitative research using a 

causal research design. The number of samples in this study were 150 people who 

were taken using purposive sampling technique. The tool used is a questionnaire. 

The data analysis technique in this research is Structural Equations Modeling using 

the LISREL application. 

The results of this study indicate that product quality has a positive and 

significant effect on customer satisfaction, service quality has a positive and 

significant effect on customer satisfaction, customer satisfaction has a positive and 

significant effect on repurchase intention, product quality has no effect on 

repurchase intention, and service quality has a positive and significant effect. 

towards repurchase intention.  

Keywords: Product Quality, Service Quality, Customer Satisfaction, Repurchase 

Intention.
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