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PENGARUH FASILITAS VARIASI PRODUK DAN 

PELAYANAN TERHADAP KEPUASAN 

PELANGGANPADA  WARKOP ABAH COFFEEE 

KECAMATAN MENGANTI 

 

Rizky Ramadhan 

Program Studi Manajemen, Fakultas Ekonomi, Universitas Gresik 

ABSTRAK 

Warkop Abah Coffeee Kecamatan Menganti sebagai pelaku UMKM kuliner lokal 

menghadapi tantangan dalam mempertahankan loyalitas pelanggan di tengah 

maraknya pilihan warung kopi sejenis yang terus berkembang. Penelitian ini 

bertujuan untuk menganalisis pengaruh fasilitas, variasi produk, dan pelayanan 

terhadap kepuasan pelanggan Warkop Abah Coffeee Kecamatan Menganti, baik 

secara parsial maupun simultan. Penelitian menggunakan pendekatan kuantitatif 

dengan metode survei terhadap 96 responden yang merupakan pelanggan aktif 

Warkop Abah Coffeee, dipilih melalui teknik purposive sampling. Data 

dikumpulkan menggunakan kuesioner berskala Likert lima poin dan dianalisis 

dengan regresi linear berganda menggunakan perangkat lunak SPSS. Hasil uji 

parsial (uji t) menunjukkan bahwa fasilitas berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan, variasi produk berpengaruh positif dan, dan 

pelayanan merupakan variabel dominan dengan pengaruh terkuat. Kepuasan 

pelanggan Warkop Abah Coffeee merupakan konstruk multidimensional yang 

terbentuk dari sinergi fasilitas fisik, keragaman produk, dan kualitas pelayanan, 

dengan pelayanan sebagai faktor paling menentukan. Temuan ini 

mengimplikasikan bahwa manajemen perlu memprioritaskan pengembangan 

kompetensi pelayanan karyawan melalui pelatihan terstruktur, menjaga inovasi 

menu secara berkelanjutan, serta meningkatkan kualitas fasilitas fisik sebagai 

fondasi pengalaman pelanggan yang komprehensif. 

Kata Kunci : Fasilitas, Variasi Produk, Kualitas Pelayanan, Kepuasan Pelanggan 
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THE EFFECT OF FACILITIES, PRODUCT VARIATION 

AND SERVICE ON CUSTOMER SATISFACTION AT 

WARKOP ABAH COFFEEE MENGANTI DISTRICT 

 

 

Rizky Ramadhan 

Management Study Program, Faculty of Economics, Gresik University 

ABSTRACT 

Warkop Abah Coffeee in Menganti District, as a local culinary MSME, faces 

challenges in maintaining customer loyalty amidst the increasing number of similar 

coffeee shop options. This study aims to analyze the influence of facilities, product 

variety, and service on customer satisfaction at Warkop Abah Coffeee in Menganti 

District, both partially and simultaneously. This study uses a quantitative approach 

with a survey method on 96 respondents, who are active customers of Warkop Abah 

Coffeee, selected through purposive sampling. Data were collected using a five-

point Likert scale questionnaire and analyzed using multiple linear regression with 

SPSS software. The results of the partial test (t-test) indicate that facilities have a 

positive and significant influence on customer satisfaction, product variety has a 

positive and significant influence, and service is the dominant variable with the 

strongest influence. Warkop Abah Coffeee customer satisfaction is a 

multidimensional construct formed from the synergy of physical facilities, product 

variety, and service quality, with service as the most determining factor. These 

findings imply that management needs to prioritize the development of employee 

service competencies through structured training, maintaining continuous menu 

innovation, and improving the quality of physical facilities as the basis for a 

comprehensive customer experience. Keywords: Facilities, Product Variety, Service 

Quality, Customer Satisfaction 

Keywords : Facilities, Product Variety, Service Quality, Customer Satisfaction 
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