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PENGARUH KUALITAS PELAYANAN, KUALITAS PRODUK DAN 
CITRA MEREK TERHADAP KEPUASAN KONSUMEN STARBUCKS 

GRAND INDONESIA JAKARTA PUSAT 

ABSTRAK 

      Penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Pelayanan, 
Kualitas Produk dan Citra Merek terhadap Kepuasan Konsumen Starbucks 
Grand Indonesia Jakarta Pusat.  

Populasi penelitian ini adalah pelanggan Starbucks yang sudah beberapa kali 
membeli di Grand Indonesia Jakarta Pusat dengan menyebarkan kuesioner. 
Metode pengambilan sampel menggunakan teknik sensus, dengan jumlah 
sampel sebanyak 200 responden. Strategi yang digunakan dalam penelitian ini 
adalah strategi penelitian asosiatif/kuantitatif   yang diukur dengan perhitungan 
Koefisien Determinasi (parsial dan simultan) serta pengujian hipotesis 
dengan SPSS 22.0.  

    Hasil penelitian menunjukkan bahwa, (1) Kualitas Pelayanan secara parsial 
berpengaruh signifikan terhadap Kepuasan Konsumen, (2) Kualitas Produk 
secara parsial berpengaruh signifikan terhadap Kepuasan Konsumen, (3) Citra 
Merek secara parsial tidak berpengaruh signifikan terhadap Kepuasan 
Konsumen, (4) Kualitas Pelayanan, Kualitas Produk dan Citra Merek secara 
simultan berpengaruh signifikan terhadap Kepuasan Konsumen. 

Kata Kunci: Kualitas Pelayanan, Kualitas Produk, Citra Merek, dan 
Kepuasan Konsumen 
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THE EFFECT OF SERVICE QUALITY, PRODUCT QUALITY AND 
BRAND IMAGES ON CUSTOMER SATISFACTION OF STARBUCKS 

GRAND INDONESIA JAKARTA PUSAT 

ABSTRACT 

      This study aims to determine the effect of Service Quality, Product Quality 
and Brand Image on Consumer Satisfaction at Starbucks Grand Indonesia, 
Central Jakarta. 

The target populations of this study is Starbucks customers who have bought 
several times at Grand Indonesia, Central Jakarta by distributing 
questionnaires. The sampling method uses census techniques, with a total 
sample of 200 respondents. The strategy used in this study is an associative / 
quantitative research strategy measured by the calculation of the coefficient of 
determination (partial and simultaneous) and hypothesis testing with SPSS 
22.0. 

    The results showed that, (1) Service Quality partially had a significant effect 
on Customer Satisfaction, (2) Product Quality partially had a significant effect 
on Customer Satisfaction, (3) Brand Image partially had no significant effect 
on Customer Satisfaction, (4) Service Quality , Product Quality and Brand 
Image simultaneously have a significant effect on Customer Satisfaction. 

Kata Kunci: Service Quality, Product Quality, Brand Image, and Customer 
Satisfaction 
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