ABSTRAK

yang terdiri, dati, Tangibles, Reliability, Responsiveness, Assurance, dan Empathy
terhadap, kepuasan pelanggan Kopi Kenangan, Pakuwen Mall Surabaya, dengan
Service Qualitysebagal variabel mediasi. Permasalaban yang diangkaf, dalam
penslitian ini, adalab. mevingkamya, kompstisi, antar, kedai kopi modern yang
meningkatkan, kepuasan dan loyalitas. Penslition ol menggwnakan pendskatan
kuanfitatif dengan teknik pengumpulan.data melalui kuesionsr texhadap pelanggan
yang telah melakukan, pembelian produk, di Kopi Kenangan Pakuwon Mall. Teari,
Service Qualitvdigunakan, sehagai. dasar analisis. lima dimensi, kualitas pelayanan,
Data dignalisis.uenggnnakan metede Structural Equation Modgling. (SEM) dengan,
bantuan, peravgkat bunak, Smartbl.S. Hasil penelitian menuniukkan, babwa kelima,
dimensi, kvalitas. pelayanan, berpengamh positif dan signifikan, texhadap, Service
Quality, yang kemudian, berpenganih, signifikan tethadap. Customer Satisfaction.
Teronan i mepunjukkan baloya Service Qualitneniliki perat mediash yang kyat,
vty dimenst  Service (ualitydengan  kepuasan  pelavggan.  Pembahasan.
m@mmgkwlm bahwa. Tangibles dan Responsiveness meniadi dimensi yang
paling doroinan, dalam membentuk, persepsi positif.pelanggan. Implikasi penslitian
i berguna bagi manaiemen Kopi Kgenapgan untuk mengoptimalkan, kualifas
layanan berdasarkan, aspek yang paling berpengamb terhadap kepuasan pelanggan,
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ABSTRACT

This study aims to gnglyze.the influence of Service Qualitydimensious—7Tangibles,
Reliability, Responsiveness, Assurance, and Empathy—on Customer Satisfaction at
Kopi Kenavgan Pakiwwan Mall Surabaya, with Service Qualitvas. a mediating
variable. The research addresses the issue of growing competition among modern
coffee shops, which requires service providers to meet consumer expectations to
foster satisfaction and loyalty. A quantitative approach was adopted, and data were
collected via questionnaires distributed to customers who had made purchases at

Kopi Kenangan Pakipywan Mall. The Service Qualitymodel was employed to assess
five key Service Qualitvdimensious. Data were aualyzed using Structural Equation
Modeling. (SEM) with the SmartPLS, software. The results revealed that all five
Service Qualitvdimensious.had a positive and significant effect on overall Service
Quality, which in turn significantly influenced Customer Satisfaction. The findings
highlight that Service Qualityserves.as a strong mediating variable linking Service
Qualitydimensions to Customer Satisfaction. The discussion indicates that
Tangibles and Responsiveness are the most influential dimensions in shaping
positive customer perceptions. These insights offer valuable implications for Kopi

Kenangan management to prioritize Service Qualitvimprovements, based on the

dimensions most impactful to Customer Satisfaction.
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