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Abstrack 

This study aims to analyze service quality and price on customer satisfaction through product 

quality, analyze service quality and prices on customer satisfaction, analyze the effect of product 

quality on customer satisfaction, analyze the indirect effect of service and price on customer 

satisfaction through product quality and analyze the effect of non direct service quality and price 

to customer satisfaction. The research was conducted at Kavez Coffee involving 30 people. The 

research sample was taken using probability sampling and simple random sampling. Data analysis 

using path analysis. Based on data analysis, it is known that there is a direct effect of service quality 

on customer satisfaction and a direct effect of price on customer satisfaction at Kavez Coffee. Then 

the results of the analysis of the product quality variable as an intervening variable can be perfectly 

proven, namely the product variable has an indirect effect on the service quality variable on 

customer satisfaction and the price variable on customer satisfaction. This statement can be proven 

by the magnitude of the indirect effect (service quality on customer satisfaction and price on 

customer satisfaction) through product quality which is identified as an intervening variable. 

Keywords : Service Quality ;  Price ; Products Quality ; Customer Satisfaction. 

Introduction 

Some advantages in the competition of a business are in terms of service, price and product 

quality. Customers will be faced with a choice of competing products at varying prices. This results 

in price competition from various competing products. The price level determines the amount of 

demand.  In terms of Product Quality, Kotler and Armstrong (2012: 283) add that product quality 

is the ability of a product to demonstrate its function. Product quality is determined by product 

attributes. The higher the quality of a product, the higher the consumer's decision to make a 

purchase. 

Based on the explanation of what factors can affect customer satisfaction, retail businesses 

are growing, one of the retail businesses that will be discussed in this paper is Kavez Coffee, 
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including the first coffee shop or shop that has developed quite rapidly since it was first established. 

Kavez Coffee from the beginning of its opening has never been empty of visitors, ranging from 

students, school children and office workers, they just gather or study there, especially during 

homecoming or break time. Even at night, many employees and students still visit because the 

location is close to their residence or boarding house and is on the edge of Edy Yoso Martadipura 

Road No.24 Pakansari, Cibinong. 

Kavez Coffee does not have similar competitors, although it does not have similar 

competitors, Kavez Coffee has modern retail competitors that opened earlier, namely Starbuck 

Coffee, this modern retailer which attracts many customers from various groups ranging from 

boarding students, school children and workers for their daily needs. Compared to Kavez Coffee, 

which mostly attracts customers from teenagers who come to fulfill their needs at that time. 

However, Kavez Coffee is successful in attracting customers, judging from the fact that it is never 

empty of customers. 

Kavez Coffee certainly has more advantages for its consumers, which makes Kavez Coffee 

acceptable in the area of Jl. Edy Yoso Martadipura No.24 Pakansari, Cibinong. Service quality, 

price and location are definitely the main factors why Kavez Coffee can be accepted and provide 

customer satisfaction. Even though the price is higher than similar modern retailers, it is still the 

main choice for consumers to gather, different Service Quality with a comfortable place is the 

main attraction and the Quality of Products offered is different from similar modern retailers is 

also a special satisfaction for its consumers and Kavez Coffee tries to provide the best by providing 

Product Quality - Product Quality that is more affordable to its consumers so that it is always the 

first choice for its consumers. 

Marketing is a comprehensive concept, while the other terms are only one part, one activity 

in the overall marketing system, so marketing is the whole of the notion of sales, trade and 

distribution (Swastha, 2010: 178), Marketing is related to identifying and meeting people's needs 

for quality service, price, product quality, and customer satisfaction. 

Method 

This research was conducted at Kavez Coffee which is located at Jl. Edy Yoso Martadipura 

No.24 Pakansari, Cibinong. What will be discussed is how much influence Service Quality and 
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price have on customer satisfaction through Product Quality. As independent variables in this 

study are Service Quality (X1), price (X2), Product Quality (X3) as intermediate variables. 

Meanwhile, the dependent variable in this study is customer satisfaction which is given the symbol 

(Y). 

Discussions 

In a series of test analysis results, the researcher first presents the results of the recapitulation 

of the characteristics of the respondents, namely : 

1. Effect of Service Quality on Product Quality 

Based on the analysis results in table 4.17, it is known that the service quality variable has a 

significant value of 0.460 greater than the error rate of 0.05 and the calculated t value of 2.432 is 

greater than the t table value of 2.244, so this variable can be said to have an influence on the 

product quality variable. The results of this analysis indicate that the quality of service provided 

to Kavez Coffee customers will affect product quality. 

2. Effect of Price on Product Quality 

Based on the analysis results in table 4.19, it is known that the price variable has a significant 

value of 0.389 greater than the error rate of 0.05 and the calculated t value of 2.176 is greater than 

the t table value of 1.419, so this variable can be said to have an influence on the product quality 

variable. The results of this analysis indicate that the quality of service provided to Kavez Coffee 

customers will affect product quality. The following are the reasons why price affects customer 

satisfaction at Kavez Coffee: 

a. Price is considered to have an effect on product quality because it is in 

accordance with the expectations obtained. If a consumer wants a good quality 

product and as expected, then paying a slightly higher price is not a significant 

problem, the most important thing is that the product produced is in accordance 

with the quality and benefits obtained. 

b. The results of the questionnaire that has been filled out by the company's 

customers, they state that the price offered by the company is at the midlevel or 

in the middle, which means that it is not too cheap and also not too expensive, 
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the price offered by the company is a price that is considered a competitive price 

in the market, so the price can compete with similar companies. 

 

3. The effect of service quality on customer satisfaction 

Based on the analysis results in table 4.22, it is known that the significant value of the 

service quality variable is 0.375 less than the error rate of 0.05 and the t value of 1.176 is 

greater than the t table, namely 0.996. This means that the service quality variable has an 

influence on customer satisfaction at Kavez Coffee. The results of this analysis illustrate that 

service quality is something that can make customers satisfied with Kavez Coffee. 

Service quality is the most important thing that must always be maintained by a 

company. So far, the quality of service provided by the company to customers is said to be 

good. The benchmark for customer satisfaction is the service obtained, if the service obtained 

from the company is good and as expected, the customer will be satisfied, what is happening 

now is that customers are satisfied with the services provided by the company. Kavez Coffee 

has always maintained the quality of its products, in addition, the company also always 

prioritizes the quality of its services, Kavez Coffee always upholds the principle that 

customers can get the best possible service according to their expectations, surely customers 

will be satisfied. 

 

4. The effect of price on customer satisfaction 

Based on the analysis results in table 4.24, it is known that the significant value of the 

price variable is 0.250 less than the error rate of 0.05 and the t value of 2.250 is greater than 

the t table, namely 1.129. This means that the price variable has an influence on customer 

satisfaction at Kavez Coffee. The results of this analysis illustrate that price is something 

that can make customers satisfied with Kavez Coffee. The company's customers stated that 

the price given by Kavez Coffee is the same as the price given by competitors. The price 

given by the company is in accordance with the benefits and quality of the products 

produced. 
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5. The Effect of Service Quality and Price on Product Quality 

Based on the analysis results in table 4.26, it is known that the service quality and price 

variables have a significant value of 0.577 and 0.388 greater than the error rate of 0.05 and 

the calculated t value of 2.626 and 7.765 is greater than the t table value of 2.533, so these 

variables can be said to have an influence on the product quality variable. The results of this 

analysis indicate that the quality of service and price provided to Kavez Coffee customers 

will affect product quality. Service quality and price are considered to have an effect on 

product quality because they are in accordance with the expectations obtained. A customer 

wants good service and price and in accordance with what is expected, so the customer 

spends a slightly higher price is not a significant problem and Kaves Coffee provides good 

service, the most important thing is that the product produced is in accordance with the 

quality and benefits obtained. 

 

6. Effect of Service Quality and price on customer satisfaction 

Based on the analysis results in table 4.29, it is known that the service quality and price 

variables have a significant value of 0.751 and 1.034 greater than the error rate of 0.05 and 

the calculated t value of 2.352 and 4.847 is greater than the t table value of 1.992, so these 

variables can be said to have an influence on the customer satisfaction variable. The results 

of this analysis indicate that the quality of service and price provided to Kavez Coffee 

customers will affect product quality. Service quality and price are considered to have an 

effect on customer satisfaction because they are in accordance with the expectations 

obtained. A customer wants good service and prices and as expected, so the customer spends 

a slightly higher price is not a significant problem and Kaves Coffee provides good service, 

the most important thing is that the customer satisfaction obtained is appropriate. 

 

7. The effect of product quality on customer satisfaction 

Based on the analysis results in table 4.31, it can be seen that the product quality 

variable has a significant value of 0.956 which is smaller than the error rate of 0.05 and the 

t value of 20.185 is greater than the t table, namely 12.227. This shows that the product 

quality variable has an influence on customer satisfaction at Kavez Coffee. These results 

illustrate that the better and better the quality of the company's products, it will increase 
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customer satisfaction. Kavez Coffee has always maintained the consistency of the products 

produced so that there are no product defects when they reach customers. If this happens, it 

becomes a difficult thing to fix, because the customers' thoughts are that surely the products 

produced by the company are all product defects. In terms of selling products, not necessarily 

everything goes smoothly, there are times when the goods produced experience product 

defects. 

 

8. The Effect of Service Quality on Customer Satisfaction through Product Quality 

Based on the analysis results in Figure 20, it is known that the direct effect is 0.577, 

while the indirect effect of Service Quality on Customer Satisfaction through Product 

Quality is (0.751) (0.988) = 0.742. From the explanation above, it can be concluded that the 

indirect effect value (0.742) is greater than the direct effect value (0.577) which means that 

the Product Quality variable is able to mediate price to customer satisfaction. 

 

9. The Effect of Price on Customer Satisfaction through Product Quality 

Based on the analysis results in Figure 20, it is known that the direct effect of price is 

0.388, while the indirect effect of price on Customer Satisfaction through Product Quality is 

(0.988) (1.034) = 0.956. From the explanation above, it can be concluded that the indirect 

effect value (0.956) is greater than the direct effect value (0.388) which means that the 

Product Quality variable is able to mediate price to customer satisfaction. 

Conclusion 

As input from the author referring to the analysis and discussion that has been carried out in 

the conclusion and the previous chapter, the author proposes recommendations in the form of 

suggestions. Where the description of the author's suggestions can be described as follows Based 

on the results of Hypothesis 1, it shows that Service Quality has a positive and significant effect 

on Product Quality. Although the Quality of Service is in the good value category, there is still a 

lack of Service Quality and not in accordance with customer expectations. Therefore, the Quality 

of Service provided by Kavez Coffee needs to be even better at providing services and needs to be 

further improved so that it is more in line with customer expectations. In addition, Kaves Coffee 

needs to re-evaluate so that customers feel very satisfied. 
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Based on the results of Hypothesis 2, it shows that price has a positive and significant effect 

on Product Quality. Even though the price is in the good value category, there are still prices that 

are less and not in accordance with customer expectations. Therefore, the price given by Kavez 

Coffee needs to be even better in providing price suitability and needs to evaluate the price value 

so that customers are willing to pay for the products presented. Based on the results of Hypothesis 

3, it shows that Service Quality has a positive and significant effect on Customer Satisfaction. 

Although the Quality of Service is still in the good value category, there is still a Quality of Service 

that is lacking and not appropriate. Therefore, the Quality of Service provided by Kavez Coffee 

needs to be even better. In addition, Kaves Coffee needs to re-evaluate in order to create a sense 

of satisfaction with customers. 

Based on the results of Hypothesis 4, it shows that price has a positive and significant effect 

on Customer Satisfaction. Although in terms of price, it has not yet reached the suitability and 

affordability of prices for customers. Therefore, Kaves Coffee needs to re-evaluate in order to 

create a sense of satisfaction with customers. Based on the results of Hypothesis 5, it shows that 

Service Quality and Price have a positive and significant effect on Product Quality, even though 

the Service Quality is still less than the price value. Therefore, the Service Quality provided by 

Kavez Coffee needs to be improved to be more in line with customer expectations. In addition, 

Kaves Coffee needs to re-evaluate so that the quality of service and price are well balanced. 

Based on the results of Hypothesis 6, it shows that Service Quality and Price have a positive 

and significant effect on customer satisfaction, even though the price is still less than the price 

suitability value. Therefore, Kaves Coffee must be able to provide price suitability so that 

customers are satisfied and can enjoy affordable prices. Based on the results of Hypothesis 7, it 

shows that Product Quality has a positive and significant effect on customer satisfaction, even 

though the quality of the product is still lacking and the category is moderate. Therefore, Kaves 

Coffee needs to evaluate the quality of products sold and served so that customers are satisfied. 

Based on the results of Hypothesis 8, it shows that Product Quality has a positive and 

significant effect in mediating service quality on customer satisfaction, although product quality 

can mediate, but in terms of service quality it needs to be further improved so that the value of 

customer satisfaction is better. Therefore, Kaves Coffee needs to evaluate the quality of the 

products sold and served in order to continue to balance the mediation of the quality of service 
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provided to customers. Based on the results of Hypothesis 9, it shows that Product Quality has a 

positive and significant effect in mediating price on customer satisfaction, even though product 

quality can mediate, the price needs to be further improved so that the value of customer 

satisfaction is better. Therefore, Kaves Coffee needs to evaluate the quality of the products sold 

and presented so that it continues to balance the price mediation given to customers more 

appropriately. 
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