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This study aims to determine the effect of service quality, product quality, 

price, and public policy on customer satisfaction of Nako coffee customers in 

Tasikmalaya City. The population in this study were Nako coffee customers. 

Sampling using the Incedental Sampling technique. The number of samples in this 

study was 100 respondents. The results of the study showed that service quality, 

price had a significant negative effect on customer satisfaction. The results of the 

study showed that product quality and public policy had a significant positive effect 

on customer satisfaction. Together, service quality, product quality, price, and 

public policy have a significant influence on customer satisfaction. 

Keywords: service quality, product quality, price, public policy customer 

satisfaction 
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ABSTRAK 
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Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan, kualitas 

produk, harga, dan kebijakan publik terhadap kepuasan pelanggan pada pelanggan 

kopi Nako Kota Tasikmalaya. Populasi dalam penelitian ini adalah pelanggan kopi 

Nako. Pengambilan sampel menggunakan teknik Incedental Sampling. Jumlah 

sampel dalam penelitian ini sebanyak 100 reponden. Hasil penelitian menunjukan 

bahwa kualitas layanan dan harga berpengaruh negatif signifikan terhadap 

kepuasan pelanggan. Hasil penelitian menunjukan bahwa kualitas produk dan 

kebijakan publik berpengaruh positif signifikan terhadap kepuasan pelanggan. 

Adapun secara Bersama-sama kualitas layanan, kualitas produk, harga dan 

kebijakan publik berpengaruh signifikan terhadap kepuasan pelanggan. 

Kata kunci : kualitas layanan, kualitas produk, harga, kebijakan publik kepuasan 

pelanggan 

 

 

 

 

 

 

 

 


