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The Impact Of Service Quality, Price, Products,
And Trust On "Kober Mie Setan" Consumer
Satisfaction

Wiy Ariska, Mungl Qomariah, dan Bavw Wisyvanti

!I:Il'l:l'-l-h This sy aims o determing e affec of sendoe quakly, pios, poduc, and st idliuenca pariially and Smukancausl on consamar
satslacion on Kobor Wie Gotan Jamber East dava, Indorasia. The population in this mseamh arg S cusomies o Kooor M Sotan Jambar, Fas
numbar ol resporcents s B0 poopks: The vwarishies ans aroond e variahles. Thi tool wsed 5o anslyre |s muSipls lnar regression anatysis. Tha
rasdls of tha cosllian tesl ol cediphs el regrisdem dnakysis showed the posiive iof ko ol (e sirons qually, plics, producds and b ot
balicds by simufaneous and paral ol ooesiomer stslaction on Hobar Mio Sotan Jomber East Java ndonesia.

Indinx Terma— quality porvice; prioa; product; nisk; cushamar satstasion

1 INTRODUCTION

Buznass developmant in indonesa snows Nalk evary busmnass
acior or aompany musi oo vary fipht compab$on and bo
incfeasingly compabitive, The sucoess ol & company in
achieving = godls depends on T abilily of the companny,
eEpacialy managament N runreng s Dusness. Thesaiong,
evary businoss parson mus be able o place an ooontation
tewards T abdity to atvac! buyers 0 be able i buy the
products and sarvices oflered o succead in maintaining his
busmass Business wWeas Tat never racede from buyers are
food or culnary businessoes. Ono of tho koys to suocess ina
culinary busness o business is innovalive and crealive. Many
cullnany entreprenedrs have proven il Some fesl the sustaess
ot tha business ks iong encugh 50 thal fay can gat a g molt,
and soma onjay business succoss for only a shot tma
Howaver, onk by mantaning he crealviy and inmovalive
caimary ofiered 10 cuslomers, e culinary business can be
mamn@ined. Tha tood inousty in Indonasa supenancad A
growihotaround. 5% (nfips: Modues korisn oo dinewstisnis-
makanan-lymssn-5-di-amn2017 ) The ndustry gowth of
B5% = a good slan lor e development of the food and
bovarage Indusiry n Indonasia, Grosn of 8.5% ncludes he
cufimary industry m Indonesa. kMoodle noodles ame the food
that most people like n hdonesia. This & poven by the
consumplicn of noodles i Indoneska i shll ranked nunber 2
in T waould aher Chena, This ralers to ha Word |nstant
Moodies  Azsocklion (WINA) spod the consurmgbon of
irstant noodas in indomesia in 2017 mached a surpnsing
amound of 1262 bilion. This suctesdad in placing ndonagia
as the second-argest nesnt noodle consumer in the worid,
awrpaseing Japan 566 bilon goavings, india- 542 bilion
sarvings and Vietnam 2.06 bilkon sanings. The top posiion i
sill oocupesd by China with a fodaf congumplion of 38970
bilion portions. B seams ke Asian pacpia mally cant escapa
wilh nstarnd poodies. 10 of the 15 countries in ®e fop st
issuedd by WIMA, high corsumption of instant noodias comes
Iromcouninegind se{hios Swwvw. osodnews immindanesia. i2
01 BAFELES inebarapa-besar-k onsu msi-mie-nsan- ndonesia ..
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The need f instant noodes B 30 big el | linally pus
indorasia Bz e number TR0 COrGUEInG county o insten
naadbas in the vewld, Thes hazs caused many noodie-based
food imdusiees, inckidng i this case the culnary noodles vwith
the brand "Hober Mie Setan” which again skymncketed among
redbl culiany lans in edonesia Wilth T proltaration of
culimary businesses made  om noodles,  ihes causes
compatiion in Fw cdinary indusiy with many  noodle
ngeadienis geting very shap comgpetiton from febow culingny
oeners of these nosdies. Because o this, the peopks oF
culinary business wolarms who come from thase noodles musd
be able 1o provide satstaction o el customenss so that the
culinary dusiry a1 ey are invoheed I can aurvive amid
mcreasngly farce business competton, According o 3]
coreuamer  sabstaction g & lesEng ol pleasum  of
dsappointmant somaeome who comes from fe companson
patwaen Fee npsession of e pedosmance of resulis of &
produet and B expactations. Ircreased cusbenes gatigtacion
B nesded I increasngly  liece markel  comgetition.
Companies fhat have been able o salisty consumans and
have loyal customers tend %o b2 abke 10 gurvive in chengng
poonomis condifions [4], In thie e of mcoreasingly larce
compaliion, one way bo get byal cusiomerns s by satisfang
comsumer needs consstenty fom tme to tme, Many faciors
Can NcrEease cuskemer salkiaclion. The Brsl facior mal can
maks customers satisfed & tho guality of servios provided by
the senvics provides. Service ouaBly i sspredsed as a
measurg of how wall the bavel of sarvice provided can maich
cusiDmer expeciabons [5). Based on Tis delinlion, service
guanty 18 delermngd by e comiphmss Ry 13 meaal tha
neads and desises ol cusiomers by customears expeciabons. n
oihar words, the man fachors afiscting senice quality e the
spfrices Mal CusiDmess espscl and e perceplons o
senioas. Much msearch has been done bebasan sarvice
quasly and cusiomes salistacton I8 7], |81, (8L [1OL [11L
[12L [13], Tha price facir of poods can also make customerns
feel saisiied afer buying and fesing a producl oo sedhos,
Prce is somathing thad is walued by a ocadasn amount of
money 4] Acoosding Lo [14] prices ane monelany unls of
othar messures (inchadmg other goods or saovices) exchanged
o chlain awnerstig of use rghs of an kem of sarvice. There
hava baem many shifes on satisfaction and pices of these
[15L [Bl, [131, dIrivanli Oamadah, and Sufano 2016) Foe redul
s that the proe by the guality of #e product offered can
NCcmoass customar satisfackon, The mesudting procict Tacior
can alsn incraase cusiomar satsfaction Poducts am the focal
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peint of marketing aciriies because the poducl s he resull
ol & company fhal can be olleed 1o @@ mased lor
consimplion g0 i A ool of 8 company 10 achisve the poas
of fre company [17]. Prece &= one ol e marketing elements
that prowicke meome o approach o the comparny, price B atse
a coempenant that direcly nlluences the compar's prof 18],
The product 18 +a focal poind of markeling aclviles bacauge
tha product & the result of @ company faft can be ofiared o
e masked lor coraumption and 12 8 ol of 8 company o
achsng thi abjectives of the company. A product must have
aifvaniages ower ofer products both kv lems of quakty
design, shape, sipa. packanmy, sarvice, warmanty, and Esia i
afiract consumers oty and buy e peoduct Uinderstanding
the praduct is everyting that can be offlered o the markst to
gl attenton, boughl, uged, of conguanad thal can =adaly the
dasEes or naeds [14] Research on products mlabed o
galiglachon e ressarch oonduciad |Invanl, Qomanah, and
Suharto 200E), [21] which resulis in pood products that can
incregse cosiomer saksfaction. The trust lacor is alss 8
vanabla that can inorease cusiomer salisfaction. Trust &
Consumer rust 5 all knowiadpe aboud aopects, alirbulss, and
benefits. Objects can be products, pecple. companies, anc
everyhing in which a parson heg an atude of conbdenos.
Afiribubes are characiaristics or feafums thal olgeds may
hava. Tmoa bDroad afrbuie cliasses have  Dean  anihed
praviously. Infrinsic atirbules ara anygthing thal relates 1o the
aciugl nature o the producl whie exiineic atvibubes are
ewanthing oeaned from the axternal aspacts of the pmducy
such as brand namas, packaging ard labes, Finaly, benaits
are postive results that atrbute © consumers [22). Rasoarch
that Gnke Trust with cusiomes sassiaction & rarely dona, But
there are ssveral studies Including [11] whose results state
thal ust can maks consumars satishec, Food that 5 sadely
circulating in the market and & baing huntad by culinary lovers
right now & apicy food. The phencemencn ®al s ffe o
Indonasan socety inday, they are boking for spEcy-lavored
foad in the form ot large meals meaning rice and sde dshes
b3 nogdles. The oxstanca of chilss as a spico 1o complomont
lood Mavors is oo Becoming increasingly popular with many
food manutactirers ofering 8 vanely of apiey loods. One of
tham ks a creatve and Iraovaikve culinary business In East
Jawa, tare is a culnary nameéy Kober Mo Sotan which ofiors
chicken noode products thal are made with 8 apecy llavor.
Kober Mie Setam, based in Malang Ciy, & & business that
starts from ireal and emor of st frea fime. Hobsar |5 an
abbravistion of playgroup, which means a gatharing placs for
comimun bes (automolive communication in Makang Ciy). The
nams g somewhal unkgue and creapy 1 make people curous
and emhus@asic o visl he place, Kober Mie Selan ofers
moode lood peoducks with vanous lesels ol apecsess D
choose from and a variety of drinks thad are not less scary alse
ils nasre. On 20 Sugust 2014 the "Kober Mie Setan” panner
ol Jambar Clly, kocated in Jakan Kaimala Mob?, Jearmbar Cily
was offically openad and located i the campus anaa, so fat
tha markat share or maponty of consumers veare skidents or
younyg people, The dafnctive lealure of ihis peoduct i the
shong nuancs and Emags thal paoge try o mstll, nesmaly The
imgrangiea ol Roroe and myaicesm. Faom i 1 ime "Kober
M Satan® afemys adds to its product innovation so fhat
consumen do not gel bored with the products aflered. "Hober
Mg Hatar” alwiys mantaing the qualty of producis ranging
fezen raw materals o sering focd. I B anoter ploce, the
spicy nondle culinary business is Bka an ordinary stall, *Kober
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Mia Setan® Jalan Karmata No. 57 The cty of Jember i@ made
moe inferesing and dilerend from other places. Low prices by
the public pocket This must Be maintained of impeoved
bacauss it can fweatan e bng-standing of Kober Mee Setan,
themelon evary restaurant s advised W be responsikve about
wital neads 10 be mantainad or changed o he Bee o lbrce
compeliion. The competition faced by many ol Kobaer Mie
Satan Jambar makes tham have fo be momg mngvative fan
oiher compettons and also must pay aenbon Lo Cuskdmer
satisfacton. Based on the badkground and theary as weall as

g meaaanch Mal has been done by several resaarchens, the
purposa of thes study & to determing the eifect of sendice
quaity, prces, products and st in Kober Mee Setan”
customer satisfacion in Jember Aegenoy.

REJE ARCH METHODS
The popula®on s a genaralization area conssing of objacds or
subiecls thal have cedain qualfles and characienistics
datarmined by mesmarchers o ba sfudied and then drawn
conciudlons [23). The populaiion used in thiE siudy are
cusiomans whe have visited Kobar Mie Satan Jesnber whosa
numbsaes e unknowen. The ideal and ragreseniaive samgle
size = betwoen 10 in 20 aach indspandent wvariahle [24].
Becass his study uses d indepandent variables and the
selected sampée sioe s 20, the sampie that can be taken in
thig Sudy &5 20 x 4 = 30, S0 he rumber o1 sampies n This
study was B0 respondents. The samplng fechnique used in
this study was purpasihe samoling The independent verlable
in this siLdy k5 service ouaily, prce, product, Bnd trust, whise
thir degendent vanably s customer sadstacion, A valdily best
iz infended o delarming tha asxtend of the vabdity of the data
oitalned from queshonnaires. The =Eabdity 231 is used 1o teat
the abddy of a measurement resull i be relathely con L
the measuramant b5 repealed batc of mome [250 Mulgle
Enaar mgmssion analysis is usad 0 debarming the affect of
ndegandent varades on tha degendent vanable,

!IEEI.ILTH AMND DISCUSSION

Descriplive Fespondent Statistics

The meaults of calculatons based on respondents By gendes
obained by respondents emake sex numbesed 53 JBESH)
paaghs and male respondents 27 {34%) peopie, The msults of
caloufalions based on fhe fequency of puchasss from
cugiomen., i iz known that respondents with 8 purchassa of 4
fimes a8 many 45 T peophs or BA%, 5 limes the amount of 13
paoosa or 16.2%, & timas the purchasa of 10 people or 12.5%,
¥ tmes bodaling 12 or 150%, buying 8 tmes oakng 13 people
or 163, parchasing 9 bmes lokalng 13 people o 168.3%,
purchasing 10 tmes totakng 12 peope or 5.0 of the total
respondents YMaling B0 parson. Respondams with an aga
lewel can be seen that s mge ipns fhon 20 yeas
amauniad o 34 peopls or 42 5%, rmspondants aged 21 yaars
o 30 wears amounted 0 46 peopls or 57.5% of the toial
respondents rumbaring & peopke

gﬂdh‘ Tost and Reliability Test Results

The resulls ol deta analysis obtained from comparng the
count with the table of 0,219, The anabrsis shows tat aac
mdioas of ihe otal construct sosre of each vanable shows
valid resulls because r count=r bk, Sod ¢ concluded
that al statement (ems are declared vakd ed on the
remults of the analyss shows ihat the eslts o @l the
variabies Fese suflciant Alpha coallicieniz or mast e oResda
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by B 580 10 be refabie Mat 5 0.60, &0 for he nesd Bsms on
each concapi of the variabla &5 feaslbie o be used a5 a
Reszults of Muliple Linsar Regression Analysis

16 1 Meauts of SuBiple Lness Regresalon A iysis
FAngeessipn Conficdand

SEM ZITT A6 16

measauring ool

o, Warinbia Hipnd o Error
] fr——— ERT 137

z Earvicns Qully (81} 0.0 GRS

a Price (21 AT7 GITY
A Fodict (53} 0,205 GRLE

5 Truglixd) sl 0,078

Soues: Procasiad Data

In tabdg 1 shows sign gnalyss B used o test
hiprodheses aboul (he edfect of parially and simulaneodssy
independent varlakses on ke dependan] vansois, Based on
tha estimabon of mufiple linear regression with SPSS program
varsion 23.0, | = obtained a9 1olyes: ¥ = -1,048+ 3049 X1 =
D417 & 1205 X3 + 0,180 ¥4 + e The resulis of the SPES
oulpl e3n be sean Ral the cosflicen of dolormenalon of
Sdjusied A Square of 0.EF1 or &7,1%, This shows fhat the
vanables shded (service quality, price, product, and tnost]

an indusnce on cuslomer  satisfaction by X2 9%
rienced by oiher variables aulsde thig mockal,

Discussion ]

Effect of Service Qualfity on Consumer Satisfacton.

The smsulbs of Iypothesis lEstng have proven that hee B2 an
influgnca of sarvice gualsy on customer saisfacton, s e
enidancad by tha significant kavel of senvice quality (X1) has a
walue of 3. 320= 1,665 and significance of 0001 <305 So i
can. e ooncludec "Kabar Mie Setan Jember’ has
provided good qually ssnéce o cusiomers so hal cudtomerns
fopl satisfied, Custemers who feef good senace fom sanvice
presadars w' feal thal iheir sspecisbons  exceed  the
performance provicd by sewvice providens (4] 11 the sendice
provider providef@oood serica, i will increase cusiomer
safisfacton, The msults of this shigy the results of
previcus studies conducted by (8] [T), [9], 18], (10} [T} (128
[13].

!‘I’l-d of Prices on Consumer Satistaction,

The results of hypothesis festing have poven here B an
effect o prces on custiomar satsfacton, Through the results
ol cakcufations that havwe bean oblained a signilcance keval of
Bving avake of 1 5,145 1,685 and sigrificance (U000 =005
which mpans that the hypohesis staes thal prce affects
customes selistaction B eocepted. Thes statstical fest proves
hal e influence 1hal includes an allordakble price, the price
ofterad according 1o product quality, and 1he price of beeng
able % comgsio with compelloss hag an flusnca on
customier satesfaction. IF the goods ofared are by what the
caslomer expecis, e ousiomear wil ba [26). Tha resulis odihis
sLdy support hie results of previous FAudes conducted oy
[15], [8]. [12], {kiyan%, Camanah, and Suharo 2016).

cf of Products on Consumer Salislacton
The resfis of hypotesls tesing have povwen Feas & a
product ehect on customas aaisfacion, Theaugh Tha megullz of
calcuations that have been oblened comined a sgnficance
lewed of t vale of 2.886> 1665 and sqnikcance af 0005
=05, wngh means the nypohesis B accapied, Thes

staistcal test proves fat there s an mfluence which includes
the imaga of {&ste, the produci preserted, and $e exdure of

B perdiucl Mas an mluence on cusiomes salislaction. The
fasilts of Fis study suppoet fhe resuts o previcus Sudies
corducted by (Irvanti, QDomaf@h, and Suharic 2M6), [21]
wihich states hal e poduct has a positive and signilicant
sffect on custone salistsciion.

g‘l‘nﬂﬂﬁud an Consumer Satisfaction

Tha results of hypothasis testing have prowan tha infuence of
trust on oustomer salisfaction. Through e esuls o
caloikalions 1hal have Deen oblained the Bvel ol signitcance
has & vale of 2064 1,685 and sgnificance 0,043 =2.05
which means the hypothess s accepiad. This salistical tast
proves thal there  are nfivences thal include  honest
amplovees, emplcyess who ae responsiie sndihave a good
rapuiation influence cusiomer satisfacion. The esulis of this
shudy support tha rezulls @ previous research conductad by
[11] which siates Sat trus1 a pasitive and significant efect
o eonsumel aatisfaction

CONMCLUSIONS AND RECOMMENDATIONS
Conclusion

Wiilth  stage®cal lesling thai has Deen doneg, ihe iolipeing
[='a] ioms can be deawsn:

a, Lualty of service has a pesitive and signficant affect on
cushomar salisladtion Kaober Mie Sean Jembés on
Kobar M Seian Jember cusiomers. This provas hal
with a good cualty of servica will inoraase cusiomar
sali iom,

b. Prigs A poaltive and significant eflect on Bober hMe
Setan Jember consumer salislacion on Hobar Mia
Satan Jambar cusiomars. This proves thal with the
price by the guality of the product # will inceass
conaUmes salslacion.

G Tha product has a positve and signdicent afact on
Kobar Me Setan Jomber oossumer sabsiaction on
Kobar e Seian Jember customars. This proves that
wilh & qualily product i will ncemase  cusiomer
salistaction

d. Trugt hag & positive and sgnifcant infusnce on Kober

We Sasan Jember consumer satisfacton an Kober Mis
Setan  Jesaber cusiomess. Thes  proves  thal ©e
aishanca af sl thal can Do iruskedd Dy consumes will
Ncreass consumers satislfacton.

Sarvice quality, prca, product, prica, and have a
pasitive and gigniicand eflect on Kcober Me Setan
Jombeor consumor satistacbon on Kobor Mee Satan
Jerrber cusmers.

a
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Suggestion

Based on e sesuts ol the previous  dscusson, the
resgarchers ook e conclisions sel above and provided
saime suggestions thal could be congiderad by Kobar Mig
Salan Jember business owners o lurher davelop el
businesses, inclidng:

a Kpber M Selan Jambar shoukd ncrease cusiomar
safvice qually, pice, product, and wus! inan ellon o
frecrease castomas satislaction 50 1hat by paying man
attention %o the qualty o serviee quallty.  poos,
prochuct, and frust, & 5 hoped that & will eventualy be
able o increade cusiomer sabsfackon 8o thal it gets
bether.

b For lubee eseanth, il @ supgesied by exesTane cther
places that may expanance probéams simiar 12 Fose
af Hober Mie Setan adding o repiacing  other
indepandeni varisbles besides service quality, prios,
prochuct and wust which can cenainly miuence the
dependand variable of customer satisfacton so that
mora comgpiate this study Decause them am sl ther
independent variables oulside this study thed might
aftecd custoemer satisfacion.
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