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ABSTRACT 

The purpose of this study is to find out and analyze more deeply the influence 

of service quality and price on customer satisfaction at Cafe Kopiria Tanjung 

Redeb. Primary data were obtained from questionnaires distributed to 86 Cafe 

Kopiria customers as respondents using accidental sampling techniques.  

The analysis tools used were: Validity Test, Reliability Test, Multiple Linear 

Regression Analysis, Correlation Coefficient, Determination Coefficient, T Test, 

and F Test. The conclusion of this study is that service quality and price partially 

have a significant effect on customer satisfaction at Cafe Kopiria Tanjung Redeb. 

Service quality and price simultaneously have a significant effect on customer 

satisfaction at Cafe Kopiria Tanjung Redeb. Service quality has the most dominant 

effect on customer satisfaction at Cafe Kopiria Tanjung Redeb.  

Keywords: Service Quality, Price, Customer Satisfaction. 

 

 

  

INTRODUCTION 

Background 

In the current era of 

globalization, the business world is 

growing very rapidly, one of which is 

the culinary business. The cafe 

business is one of the food and 

beverage businesses that is currently 

in great demand by business people. 

This is indicated by the large number 

of cafes in all corners of Berau City. 

The large number of cafes that have 

emerged has resulted in business 

owners trying to win the competition. 

Therefore, cafe entrepreneurs are 

required to have creativity in creating 

food products and beverage flavors 

that are sold. Kopiria Cafe is one of 

the successful coffee shops with a 

segment of processed milk coffee or 

what is now commonly called 

contemporary coffee, Kopiria has 

succeeded in proving that local 

businesses are able to compete amidst 

the proliferation of milk coffee shops 

that are currently very numerous. The 

meaning of the name Kopiria is 

"When people who drink coffee can 

be cheerful, happy", that's where the 

name Kopiria is used. 

Kopiria cafe is generally a 

business in the field of food and 

beverages that is managed practically 

by offering a level of service for 

consumers in a comprehensive and 

friendly manner. In terms of cafes, it 
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turns out that this place is not only a 

place to relax, cafes also provide 

many benefits for visitors who come, 

including as a place to relieve 

boredom and fatigue experienced by 

consumers, cafes can also be used as 

a place to do assignments, as well as a 

place to joke around with friends and 

find new friends, and cafes can 

provide comfort for visitors from the 

atmosphere provided by the cafe. The 

establishment of a cafe can be a sign 

as one form of economic growth that 

is currently occurring in an area, and 

also provides benefits as a provider of 

jobs for job seekers. In order for 

companies to survive in carrying out 

business activities, it is important to 

pay attention to customer orientation, 

namely what the company must do to 

be able to find its customers. This 

strategy focuses more on customer 

needs to create customer satisfaction. 

Customer satisfaction is a very 

important priority for product sellers. 

Because, through customers who are 

satisfied with the quality of service 

and positive behavior provided by the 

company, we can find out the quality 

of the company. 

Service quality is the main 

foundation for knowing the level of 

consumer satisfaction. In this case, a 

company can be said to be good if it 

is able to provide goods or services 

according to customer desires. 

Service quality can be interpreted as 

the level of consumer satisfaction. 

Where this is obtained by comparing 

one type of service with another 

similar service. Thus, consumers can 

know the comparison of the level of 

service quality between A and B. 

According to Kotler (2000:25) 

service quality is the totality of the 

form of characteristics of goods and 

services that show their ability to 

satisfy customer needs, both those 

that are clearly visible and those that 

are hidden. 

Price is an exchange value that 

can be equated with money or other 

goods for the benefits obtained from a 

good or service for a person or group 

at a certain time and place. The term 

price can be used to give financial 

value to a product or service. 

According to Kotler and Armstrong, 

2010:314, price is the amount of 

money charged for a product or 

service or the amount of value 

exchanged by consumers for the 

benefits of having or using the 

product or service. Satisfaction is the 

level of a person's feelings and 

comparing the work or results felt 

with their expectations. The level of 

satisfaction is a function of the 

difference between perceived 

performance and expectations. If 

performance is below expectations, 

customers will be disappointed. If 

performance is in line with 

expectations, customers will be very 

satisfied. According to 

(Kotler.2001:354) satisfaction is 

something that must be considered by 

manufacturers, such as Schnaars, 

basically the purpose of business is to 

create consumers who feel satisfied. 

The creation of consumer satisfaction 

can provide several benefits, one of 

which is a closer relationship between 

the company and its consumers. 

Important decisions in the 

development and marketing of 

individual products and services 

include several things, namely 

product attributes, branding, 

packaging, labeling, and product 

support services. 

Problem Formulation 
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Based on the background that has 

been stated above, the researcher 

formulates the main problems that 

will be studied, : 

1. Does service quality have a 

significant effect on customer 

satisfaction at Kopiria Tanjung Redeb 

Cafe? 

2. Does price have a significant effect 

on customer satisfaction at Kopiria 

Tanjung Redeb Cafe? 

3. Do service quality and price have a 

simultaneous effect on customer 

satisfaction at Kopiria Tanjung Redeb 

Cafe? 

Research Objectives 

The objectives of this study are: 

1. To determine the effect of service 

quality on customer satisfaction at 

Kopiria Tanjung Redeb Cafe. 

2. To determine the effect of price on 

customer satisfaction at Kopiria 

Tanjung Redeb Cafe. 

3. To determine the quality of service 

and price simultaneously affect 

customer satisfaction at Kopiria 

Tanjung Redeb Cafe.  

 

RESEARCH METHOD 

Operational Definition 

The operational definition of the 

variables studied in this study is as 

follows:  

1. Service Quality as a measuring tool 

of the level of service provided by 

Cafe Kopiria whether it is capable and  

in accordance with customer 

expectations. The service quality 

variable is measured with indicators 

that include tangibles, reliability, 

responsiveness, assurance and 

empathy.  

To measure each instrument this study 

used a Likert scale with five (5) 

alternative answers namely: "strongly 

agree (ss), agree (s), less agree (ks), 

disagree (ts) and strongly disagree 

(sts)".  

2. Price as a variable that can be 

controlled and determines whether or 

not a product is accepted by 

customers. The price variable is 

measured with indicators that include 

affordability of price, suitability of 

price with product quality, price 

competitiveness, suitability of price 

and benefits. 

3. Customer Satisfaction is the desire 

of every company. Customer 

Satisfaction is a key factor in 

increasing sales volume. To measure 

each instrument, this study used a 

Likert scale with five (5) alternative 

answers, namely: "strongly agree (ss), 

agree (s), less agree (ks), disagree (ts) 

and strongly disagree (sts)". 

 

Unit of Analysis, Population and 

Sample 

The unit of analysis in this study 

is the customers of Cafe Kopiria 

Tanjung Redeb with the address Jalan 

Diponegoro RT 14 Tanjung Redeb, 

Berau Regency. 

The population in this study is 86 

customers of Cafe Kopiria Tanjung 

Redeb. The sample used in the study 

is part of Cafe Kopiria customers. In 

determining the number of samples, 

the Slovin formula is used and the 

researcher applies an error tolerance 

of 10%. 

Types and Sources of Data 

The type of data used in this 

study is primary data, which is 

obtained from the results of 

respondents' responses to the 

questionnaire given by the researcher. 

Data Collection Method 
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The data collection method used 

in this study is a questionnaire. 

Analysis Tools 

Before the regression model is 

used to test the hypothesis, a test is 

first carried out on the questionnaire 

data. In this study, the analysis 

technique was carried out with the 

help of the statistical package for 

social science (SPSS) version 25.0 

ANALYSIS AND DISCUSSION 

ANALYSIS 

1. Validity Test 

The calculated r-value for all 

statement items obtained is greater 

than the r-table value, so it can be 

concluded that all statements in the 

Customer Satisfaction variable are 

valid. 

2. Reliability Test 

The Cronbach's Alpha value of the 

service quality, price and customer 

satisfaction variables is greater than 

0.70, so it can be concluded that the 

statement items in all of these 

variables have met the reliability 

requirements (reliable). 

3. Simple Linear Regression 

Analysis 

 
Source: output SPSS 2022 

The results of the multiple linear 

regression analysis in the table above 

can be formulated in the form of a 

regression equation, namely: 

Y = 4.811 + 1.089X1 + 0.602X2 

The implementation of the multiple 

linear regression analysis above is as 

follows: 

1. Constant of 4.811. 

2. The value of the service quality 

regression coefficient is positive of 

1.089. 

3. The value of the price regression 

coefficient is positive of 0.602. 

 

4. T Test 

1. Influence of Service Quality 

The t-table value = 1.988 (α = 

0.05/two-sided test: df = 86- 1-2 = 83) 

and the t-count value of service 

quality = 8.709. 

Thus it can be determined that: t-

count > t-table or 8.609 > 1.988 then 

Ha is accepted. This means that there 

is a significant influence of product 

quality on customer satisfaction at the 

Kopiria cafe. 

2. Influence of Price 

The t-table value = 1.988 and the 

t-count value of price = 3.343 then it 

can be determined that: t-count > t-

table or 3.343 > 1.988 then Ha is 

accepted. This means that there is a 

significant influence of Price on 

customer satisfaction at the Kopiria 

cafe.  

5. Simultaneous Test 

The F result shows the F-count 

value of 70.677 and the significance 

of 0.000. The F-table value from the 

F-statistic table is 3.11 (α = 0.05, df1 

= 2 and df2 = n-1-k = 86-1-2 = 83). 

 

Based on these results, it can be 

determined that the F-count value> F-

table or 70.677> 3.11. So it can be 

concluded that service quality and 

price simultaneously or together have 

a significant effect on customer 

satisfaction. 

 

DISCUSSION 

The value of the service quality 

regression coefficient is 1.089 and has 

a positive sign. A positive sign means 
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that there is a unidirectional 

relationship between service quality 

and customer satisfaction. Increasing 

the quality of service provided by 

Cafe Kopiria Tanjung Redeb will 

have an effect on increasing customer 

satisfaction at Cafe Kopiria Tanjung 

Redeb. Likewise, decreasing service 

quality will reduce customer 

satisfaction. 

The results of the service quality 

t-test show that the t-count value 

obtained is 8.709 and a significance 

value of 0.000, while the t-table value 

is 1.663. The t-value is greater than 

the t-table (8.709 > 1.663) and the 

significance value is smaller than the 

probability value (0.000 < 0.05), 

indicating that service quality 

partially has a significant influence on 

customer satisfaction at Cafe  

Kopiria Tanjung Redeb Berau. 

So it can be concluded that accepting 

the hypothesis of this study which 

states that service quality has a 

significant effect on customer 

satisfaction at Cafe Kopiria Tanjung 

Redeb Berau. Service quality is how 

far the difference is between reality 

and consumer expectations of the 

service received. If the service felt is 

in accordance with the expected 

service, then the service quality is 

considered good. Kopiria Cafe strives 

to provide good service to customers, 

so that customers feel happy and 

satisfied so that they will return to 

Kopiria Cafe. The price regression 

coefficient value is 0.602 and is 

positive. A positive sign means that 

price and customer satisfaction have a 

unidirectional relationship. The price 

offered will have a positive effect on 

increasing customer satisfaction at 

Kopiria Cafe Tanjung Redeb. The 

results of the price t-test show that the 

calculated t value obtained is 3.343 

and a significance value of 0.001, 

while the t-table value is 1.663. The t-

count value is greater than the t-table 

value (3.343 > 1.663) and the 

significance value is smaller than the 

probability value (0.001 < 0.05), 

indicating that service quality 

partially has a significant effect on 

Customer Satisfaction at Kopiria Cafe 

Tanjung Redeb Berau. So it can be 

concluded to accept the hypothesis in 

this study which states that price has a 

significant effect on Customer 

Satisfaction.  

Price is an exchange value that is 

usually equated with money or other 

goods for the benefits obtained from a 

good or service for consumers. Price 

is an important element that is used as 

a consideration for consumers to 

make purchases or transactions. 

Consumers will choose which one is 

more suitable for their needs and 

according to the expected value of a 

good or service.  

The results of the F test show the 

F-count value of service quality and 

price of 70.677 and a significance 

value of 0.000. While the f-table value 

is 3.11. The F-count value is greater 

than the f-table value (70.677 > 3.11) 

and the significance value is smaller 

than the probability value (0.000 < 

0.05), indicating that service quality 

and price simultaneously or together 

have a significant effect on customer 
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satisfaction at Cafe Kopiria Tanjung 

Redeb. So it can be concluded that 

accepting the hypothesis that has been 

formulated previously which states 

that service quality and price have a 

significant effect on customer 

satisfaction at Cafe Kopiria Tanjung 

Redeb. The combination of service 

quality and price provided by Cafe 

Kopiria are two important elements 

for the company. By providing 

services that satisfy consumers and 

also offering prices that are in 

accordance with consumer needs will 

increase customer satisfaction at Cafe 

Kopiria. 

So that it will support the success 

of the company in the long term. This 

is also proven by the value of the 

determination coefficient obtained of 

63%. The magnitude of the influence 

of the two variables (0.63) is included 

in the good or strong category (R2 

value> 0.5). The results of this test 

also show that the most dominant 

variable in influencing customer 

satisfaction at the Kopiria Tanjung 

Redeb Cafe is service quality, as 

evidenced by the largest regression 

coefficient value of 8.709 and the 

calculated t-value of 8.709. Service 

quality is an important element in the 

decision to purchase goods or services 

that are used as consideration by 

customers. When customers believe 

that the quality of service is in 

accordance with the quality and 

benefits provided, then customers will 

be satisfied with a good or service 

CLOSING 

Conclusion 

Based on the analysis and 

discussion that has been presented in 

the previous chapter, it can be 

concluded that: 

1. Accepting the hypothesis that states 

that service quality has a significant 

effect on customer satisfaction at Cafe 

Kopiria Tanjung Redeb. 

2. Accepting the hypothesis that states 

that price has a significant effect on 

customer satisfaction at Cafe Kopiria 

Tanjung Redeb. 

3. Accepting the hypothesis that states 

that service quality and price 

simultaneously have a significant 

effect on customer satisfaction at Cafe 

Kopiria Tanjung Redeb. 

Suggestions 

Suggestions that the author can 

convey based on the conclusions 

above are as follows: 

1. For Cafe Kopiria Tanjung Redeb, 

the cafe owner should maintain the 

current service quality standards. The 

pricing strategy must also be in 

accordance with the quality of service 

provided to customers, and because 

the most dominant service quality has 

an influence on creating customer 

satisfaction at the Kopiria cafe, it is 

recommended that the owner of the 

Kopiria Cafe always try to improve 

the quality of its service so that 

customers can always feel satisfied 

when visiting the Kopiria Cafe 

Tanjung Redeb.  

2. For further research 
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For further research, it is better to 

add variables other than service 

quality and price, for example, by 

adding location and interior design 

variables, because based on the 

results of the determination 

coefficient in this study, the 

contribution of service quality and 

price variables to customer 

satisfaction is still 63%, meaning that 

there is still around 37% that must be 

obtained from other variables. 

 

BIBLIOGRAPHY 

Al-Qur’an surah Al-Baqarah (2:168), 

https://tafsirweb.com/650-

surat-albaqarah-ayat-168.html 

Edisi Ketigabelas, Jilid 1, 

Penerbit Erlangga, Jakarta.  

Fitria Rahmadiana. 2019 “ Pengaruh 

Kualitas Pelayanan Terhadap 

Kepuasan Pelanggan Pada PT 

TIKI Cabang Berau”. Sekolah 

Tinggi Ilmu Ekonomi 

Muhammadiyah Tanjung 

Redeb. Jilid I dan II. Edisi ke 

13. Erlangga, Jakarta.  

Kotler, Philip dan Kevin Lane Keller. 

2016. Manajemen Pemasaran.  

Kotler, Philip dan Gary Armstrong. 

2012. Prinsip-Prinsip 

Pemasaran. 

Kotler, Philip dan A.B Susanto. 2012. 

Manajemen Pemasaran Jasa Di 

Indonesia, Analisis 

Perencanaan, Implementasi dan 

Pengendalian (Edisi pertama). 

Salemba Empat, Jakarta.  

Kotler, Philips. 2000. Manajemen 

Pemasaran. Edisi Milenium. 

Jilid I. Jakarta. PT Prenhallindo.  

Lovelock, Christoper H, Lauren K 

Wright. 2007. Manajemen 

Pemasaran Jasa. PT Indeks, 

Indonesia.  

Lupiyoadi, Rambat. 2016. 

Manajemen Pemasaran Jasa 

Berbasis Kompetensi, Salemba 

Empat, Jakarta.  

Lupiyoadi, Rambat dan A. Hamdani. 

2016. Manajemen Pemasaran 

Jasa.  

Marpaung, Piliana Amanda. 2017. 

Pengaruh kualitas pelayanan 

terhadap Tingkat Kepuasan 

Pelangan Servis Mobil pada 

Dealer dan Showroom Toyota 

di Kabupaten Berau. Skripsi. 

STIE Muhammadiyah Tanjung 

Redeb, Berau.  

Napitupulu, Ferdinand. 2019. 

Pengaruh harga dan kualitas 

produk terhadap kepuasan 

pelanggan pada PT Ramayana 

Lestari Sentosa. Jurnal 

KINERJA, 16 (1): 1-9,2019, 

ISSN Print; 1907-3011, ISSN 

Parasuraman et all. 1988. 

SERVQUAL: A Multiple-Item 

Scale for Measuring Consumer 

Perception of Service Quality. 

Journal of Retailing – Vol. 64.  

Reka Ayu Niarti. 2019 “ Analisis 

Pengaruh Diversifikasi Produk 

Dan Harga Terhadap Keputusan 

Pembelian Pada CV. NURIL 

JAYA Di Tanjung Redeb 

Kabupaten Berau”. Sekolah 



CAM JOURNAL              
Change Agent For Management Journal              eISSN 2621-0975 || pISSN 2622-3856 

Tinggi Ilmu Ekonomi 

Muhammadiyah Tanjung 

Redeb.  

Susi Susanti. 2019 “ Pengaruh 

Kualitas Pelayanan Dan Harga 

Terhadap Kepuasan Pelanggan 

Di Coffee RR Pekanbaru”. 

Fakultas Ekonomi Universitas 

Islam Riau Pekanbaru. Tjiptono 

. 2008. Strategi Pemasaran. 

Edisi Ketiga. Yogyakarta: Andi 

Offset  

Tjiptono, Fandy, 2004. Manajemen 

Pemasaran Jasa, Andi Offset, 

Yogyakarta  

Tjiptono Fandy & Gregorius 

Chandra. 2007. Service Quality 

Satisfaction. Edisi 2. Andi 

Yogyakarta  

Warda Wati. 2017 “ Analisis Tingkat 

Kepuasan Konsumen Terhadap 

Pelayanan Pada Family Cafe Di 

Kabupaten Berau”. Sekolah 

Tinggi Ilmu Ekonomi 

Muhammadiyah Tanjung 

Redeb. 

Ma'rifah Yuliani & Sulpadli. (2020). 

The Influence of Financial 

Performance on Financial 

Distress Conditions in 

Telecommunication Companies 

on the Indonesia Stock 

Exchange,CAM: Change Agent 

For Management Journal, 

Volume 4, No. 2. 

Safitri Nurhidayati & Ida Aju Brahma 

Sari & Ida Aju Brahmaratih,  

“Influence of destination 

image, augmented reality and 

destination social responsibility 

on destination beliefs, 

motivation and intention to visit 

of tourists which are moderate 

by digital Wom in Berau 

District, East Kalimantan”, 

Edelweiss Applied Science and 

Technology, Learning Gate, 

vol. 8(6), pages 3267-3278. 

Darmono, D., Ramdiska, R., 

Sappewali, B., & Putra, A. H. P. 

K. (2025). The Influence of 

Internal Control Systems and 

Financial Managers' 

Competence on Local 

Government Financial Report 

Quality with Internal 

Transparency as a 

Mediator. International Journal 

of Artificial Intelligence 

Research, 8(1.1). 

Kadir, A., Irwansyah, I., Arafik, J., 

Diansyah, F., Darmono, D., 

Bayu, M., ... & Guntur, Y. S. 

(2024). Evaluasi Kontribusi 

Personal Selling, Strategi Iklan, 

dan Pelayanan terhadap 

Keputusan Konsumen untuk 

Membeli Handphone OPPO di 

Gerai Halup Cell. GEMILANG: 

Jurnal Manajemen dan 

Akuntansi, 4(4), 26-37.  

Sugiono, E., Pujianto, P., Perdana, Y., 

Triono, D., Darmono, D., Bayu, 

M., ... & Guntur, Y. S. (2024). 

Kajian tentang Bagaimana 

Brand Image, Kualitas Produk, 

serta Harga Memengaruhi 

Loyalitas Pelanggan terhadap 

Produk Skincare MS 

Glow. GEMILANG: Jurnal 

https://ideas.repec.org/s/ajp/edwast.html
https://ideas.repec.org/s/ajp/edwast.html


CAM JOURNAL              
Change Agent For Management Journal              eISSN 2621-0975 || pISSN 2622-3856 

Manajemen dan 

Akuntansi, 4(4), 12-25. 

Sulpadli, S., Wahyudi, F., Prakoso, S. 

D., Darmono, D., Bayu, M., 

Ganie, D., ... & Correia, C. C. 

(2024). Analisis Kebijakan 

Dividen terhadap Nilai 

Perusahaan yang Terdaftar 

dalam Index LQ-

45. GEMILANG: Jurnal 

Manajemen dan 

Akuntansi, 4(4), 01-11.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


