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Abstract— This study aims to determine the effect of service quality, price, product, and trust influence partially and simultaneously on consumer 
satisfaction on Kober Mie Setan Jember, East Java, Indonesia. The population in this research are the customers of Kober Mie Setan Jember, the 
number of respondents around 80 people. The variables are around five variables. The tool used to analyze is multiple linear regression analysis. The 
results of the coefficient test of multiple linear regression analysis showed the positive influence of the services quality, price,  products and the customer 
beliefs by simultaneous and partial of customer satisfaction on Kober Mie Setan Jember East Java Indonesia.. 
 
Index Terms— quality service; price; product; trust; customer satisfaction. 

——————————      —————————— 

1 INTRODUCTION 
Business development in Indonesia shows that every business 
actor or company must face very tight competition and be 
increasingly competitive. The success of a company in 
achieving its goals depends on the ability of the company, 
especially management in running its business. Therefore, 
every business person must be able to place an orientation 
towards the ability to attract buyers to be able to buy the 
products and services offered to succeed in maintaining his 
business.Business ideas that never recede from buyers are 
food or culinary businesses. One of the keys to success in a 
culinary business or business is innovative and creative. Many 
culinary entrepreneurs have proven it. Some feel the success 
of the business is long enough so that they can get a big profit, 
and some enjoy business success for only a short time. 
However, only by maintaining the creativity and innovative 
culinary offered to customers, the culinary business can be 
maintained. The food industry in Indonesia experienced a 
growthofaround8.5% (https://industri.kontan.co.id/news/bisnis-
makanan-tumbuh-85-di-tahun-2017 ). The industry growth of 
8.5% is a good start for the development of the food and 
beverage industry in Indonesia. Growth of 8.5% includes the 
culinary industry in Indonesia. Noodle noodles are the food 
that most people like in Indonesia. This is proven by the 
consumption of noodles in Indonesia is still ranked number 2 
in the world after China. This refers to the World Instant 
Noodles Association (WINA) report the consumption of      
instant noodles in Indonesia in 2017 reached a surprising 
amount of 12.62 billion. This succeeded in placing Indonesia 
as the second-largest instant noodle consumer in the world, 
surpassing Japan 5.66 billion servings, India 5.42 billion 
servings and Vietnam 2.06 billion servings. The top position is 
still occupied by China with a total consumption of 38.970 
billion portions. It seems like Asian people really can't escape 
with instant noodles. 10 of the 15 countries in the top list 
issued by WINA, high consumption of instant noodles comes 
fromcountriesinAsia(https://www.goodnewsfromindonesia.id/2
018/09/25/seberapa-besar-konsumsi-mie-instan- ndonesia .).  

The need for instant noodles is so big that it finally puts 
Indonesia as the number two consuming country of instant 
noodles in the world. This has caused many noodle-based 
food industries, including in this case the culinary noodles with 
the brand "Kober Mie Setan" which again skyrocketed among 
noodle culinary fans in Indonesia. With the proliferation of 
culinary businesses made from noodles, this causes 
competition in the culinary industry with many noodle 
ingredients getting very sharp competition from fellow culinary 
owners of these noodles. Because of this, the people or 
culinary business voters who come from these noodles must 
be able to provide satisfaction to their customers so that the 
culinary industry that they are involved in can survive amid 
increasingly fierce business competition. According to [3] 
consumer satisfaction is a feeling of pleasure or 
disappointment someone who comes from the comparison 
between his impression of the performance or results of a 
product and its expectations. Increased customer satisfaction 
is needed in increasingly fierce market competition. 
Companies that have been able to satisfy consumers and 
have loyal customers tend to be able to survive in changing 
economic conditions [4]. In this era of increasingly fierce 
competition, one way to get loyal customers is by satisfying 
consumer needs consistently from time to time. Many factors 
can increase customer satisfaction. The first factor that can 
make customers satisfied is the quality of service provided by 
the service provider. Service quality is expressed as a 
measure of how well the level of service provided can match 
customer expectations [5]. Based on this definition, service 
quality is determined by the company's ability to meet the 
needs and desires of customers by customer expectations. In 
other words, the main factors affecting service quality are the 
services that customers expect and the perceptions of 
services. Much research has been done between service 
quality and customer satisfaction [6] [7], [8], [9], [10],  [11], 
[12], [13]. The price factor of goods can also make customers 
feel satisfied after buying and feeling a product or service. 
Price is something that is valued by a certain amount of 
money [4]. According to [14]  prices are monetary units or 
other measures (including other goods or services) exchanged 
to obtain ownership or use rights of an item or service. There 
have been many studies on satisfaction and prices of these 
[15], [8], [13], (Iriyanti, Qomariah, and Suharto 2016) the result 
is that the price by the quality of the product offered can 
increase customer satisfaction. The resulting product factor 
can also increase customer satisfaction. Products are the focal 
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point of marketing activities because the product is the result 
of a company that can be offered to the market for 
consumption and is a tool of a company to achieve the goals 
of the company [17]. Price is one of the marketing elements 
that provide income or approach for the company, price is also 
a component that directly influences the company's profit [18]. 
The product is the focal point of marketing activities because 
the product is the result of a company that can be offered to 
the market for consumption and is a tool of a company to 
achieve the objectives of the company. A product must have 
advantages over other products both in terms of quality, 
design, shape, size, packaging, service, warranty, and taste to 
attract consumers to try and buy the product. Understanding 
the product is everything that can be offered to the market to 
get attention, bought, used, or consumed that can satisfy the 
desires or needs [19]. Research on products related to 
satisfaction is research conducted (Iriyanti, Qomariah, and 
Suharto 2016), [21] which results in good products that can 
increase customer satisfaction.The trust factor is also a 
variable that can increase customer satisfaction. Trust is 
Consumer trust is all knowledge about objects, attributes, and 
benefits. Objects can be products, people, companies, and 
everything in which a person has an attitude of confidence. 
Attributes are characteristics or features that objects may 
have. Two broad attribute classes have been identified 
previously. Intrinsic attributes are anything that relates to the 
actual nature of the product, while extrinsic attributes are 
everything obtained from the external aspects of the product, 
such as brand names, packaging, and labels. Finally, benefits 
are positive results that attribute to consumers [22]. Research 
that links trust with customer satisfaction is rarely done. But 
there are several studies including [11] whose results state 
that trust can make consumers satisfied. Food that is widely 
circulating in the market and is being hunted by culinary lovers 
right now is spicy food. The phenomenon that is rife in 
Indonesian society today, they are looking for spicy-flavored 
food in the form of large meals meaning rice and side dishes 
to noodles. The existence of chilies as a spice to complement 
food flavors is now becoming increasingly popular with many 
food manufacturers offering a variety of spicy foods. One of 
them is a creative and innovative culinary business in East 
Java, there is a culinary namely Kober Mie Setan which offers 
chicken noodle products that are made with a spicy flavor. 
Kober Mie Setan, based in Malang City, is a business that 
starts from trial and error or just free time. Kober is an 
abbreviation of playgroup, which means a gathering place for 
communities (automotive communication in Malang City). The 
name is somewhat unique and creepy to make people curious 
and enthusiastic to visit the place. Kober Mie Setan offers 
noodle food products with various levels of spiciness to 
choose from and a variety of drinks that are not less scary also 
its name.  On 20 August 2014 the "Kober Mie Setan" partner 
of Jember City, located in Jalan Karimata No.67, Jember City 
was officially opened and located in the campus area, so that 
the market share or majority of consumers were students or 
young people. The distinctive feature of this product is the 
strong nuance and image that people try to instill, namely the 
impression of horror and mysticism. From time to time "Kober 
Mie Setan" always adds to its product innovation so that 
consumers do not get bored with the products offered. "Kober 
Mie Setan" always maintains the quality of products ranging 
from raw materials to serving food. If in another place, the 
spicy noodle culinary business is like an ordinary stall, "Kober 

Mie Setan" Jalan Karimata No. 67 The city of Jember is made 
more interesting and different from other places. Low prices by 
the public pocket. This must be maintained or improved 
because it can threaten the long-standing of Kober Mie Setan, 
therefore every restaurant is advised to be responsive about 
what needs to be maintained or changed in the face of fierce 
competition. The competition faced by many of Kober Mie 
Setan Jember makes them have to be more innovative than 
other competitors and also must pay attention to customer 
satisfaction. Based on the background and theory as well as 
the research that has been done by several researchers, the 
purpose of this study is to determine the effect of service 
quality, prices, products and trust in "Kober Mie Setan" 
customer satisfaction in Jember Regency. 
 

RESEARCH METHODS 
The population is a generalization area consisting of objects or 
subjects that have certain qualities and characteristics 
determined by researchers to be studied and then drawn 
conclusions [23]. The population used in this study are 
customers who have visited Kober Mie Setan Jember whose 
numbers are unknown. The ideal and representative sample 
size is between 10 to 20 each independent variable [24]. 
Because this study uses 4 independent variables and the 
selected sample size is 20, the sample that can be taken in 
this study is 20 x 4 = 80. So the number of samples in this 
study was 80 respondents. The sampling technique used in 
this study was purposive sampling. The independent variable 
in this study is service quality, price, product, and trust, while 
the dependent variable is customer satisfaction. A validity test 
is intended to determine the extent of the validity of the data 
obtained from questionnaires. The reliability test is used to test 
the ability of a measurement result to be relatively consistent if 
the measurement is repeated twice or more [25]. Multiple 
linear regression analysis is used to determine the effect of 
independent variables on the dependent variable. 

 
RESULTS AND DISCUSSION 
Descriptive Respondent Statistics 
The results of calculations based on respondents by gender 
obtained by respondents female sex numbered 53 (66%) 
people and male respondents 27 (34%) people. The results of 
calculations based on the frequency of purchases from 
customers, it is known that respondents with a purchase of 4 
times as many as 7 people or 8.8%, 5 times the amount of 13 
people or 16.3%, 6 times the purchase of 10 people or 12.5%, 
7 times totaling 12 or 15.0%, buying 8 times totaling 13 people 
or 16.3%, purchasing 9 times totaling 13 people or 16.3%, 
purchasing 10 times totaling 12 people or 15.0 of the total 
respondents totaling 80 person. Respondents with an age 
level can be seen that respondents age less than 20 years 
amounted to 34 people or 42.5%, respondents aged 21 years 
to 30 years amounted to 46 people or 57.5% of the total 
respondents numbering 80 people. 

 
Validity Test and Reliability Test Results 
The results of data analysis obtained from comparing the r 
count with the table of 0.219. The analysis shows that each 
indicator of the total construct score of each variable shows 
valid results because r count> r table. So it can be concluded 
that all statement items are declared valid. Based on the 
results of the analysis shows that the results of all the 
variables have sufficient Alpha coefficients or meet the criteria 
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to be said to be reliable that is> 0.60, so for the next items on 
each concept of the variable is feasible to be used as a 

measuring tool. 

Results of Multiple Linear Regression Analysis 
 

Table 1: Results of Multiple Linear Regression Analysis 

No. Variable Regression Coefficient Standart Error 

1. A constant -1,048 1,271 

2. Services Qulity (X1) 0,049 0,015 

3. Price (X2) 0,417 0,081 

4. Product (X3) 0,296 0,102 

5. Trust(X4) 0,160 0,078 

Source: Processed Data. 
 
In table 1 shows regression analysis is used to test 
hypotheses about the effect of partially and simultaneously 
independent variables on the dependent variable. Based on 
the estimation of multiple linear regression with SPSS program 
version 23.0, it is obtained as follows: Y = -1,048+ 0.049 X1 + 
0.417 X2 + 0.296 X3 + 0.160 X4 + e. The results of the SPSS 
output can be seen that the coefficient of determination or 
Adjusted R Square of 0.671 or 67.1%. This shows that the 
variables studied (service quality, price, product, and trust) 
have an influence on customer satisfaction by 32.9% 
influenced by other variables outside this model. 
 
Discussion 
Effect of Service Quality on Consumer Satisfaction. 
The results of hypothesis testing have proven that there is an 
influence of service quality on customer satisfaction, this is 
evidenced by the significant level of service quality (X1) has a 
value of 3,320> 1,665 and significance of 0.001 <0.05. So it 
can be concluded that "Kober Mie Setan Jember" has 
provided good quality service to customers so that customers 
feel satisfied. Customers who feel good service from service 
providers will feel that their expectations exceed the 
performance provided by service providers [4]. If the service 
provider provides good service, it will increase customer 
satisfaction. The results of this study support the results of 
previous studies conducted by [6] [7], [8], [9], [10],  [11], [12], 
[13].  

 
Effect of Prices on Consumer Satisfaction. 
The results of hypothesis testing have proven there is an 
effect of prices on customer satisfaction. Through the results 
of calculations that have been obtained a significance level of 
having a value of t 5.145> 1.665 and significance 0.000 <0.05, 
which means that the hypothesis states that price affects 
customer satisfaction is accepted. This statistical test proves 
that the influence that includes an affordable price, the price 
offered according to product quality, and the price of being 
able to compete with competitors has an influence on 
customer satisfaction. If the goods offered are by what the 
customer expects, the customer will be [26]. The results of this 
study support the results of previous studies conducted by 
[15], [8], [13], (Iriyanti, Qomariah, and Suharto 2016).  
 
Effect of Products on Consumer Satisfaction 
The results of hypothesis testing have proven there is a 
product effect on customer satisfaction. Through the results of 
calculations that have been obtained obtained a significance 
level of t value of 2.896> 1.665 and significance of 0.005 
<0.05, which means the hypothesis is accepted. This 

statistical test proves that there is an influence which includes 
the image of taste, the product presented, and the texture of 
the product has an influence on customer satisfaction. The 
results of this study support the results of previous studies 
conducted by (Iriyanti, Qomariah, and Suharto 2016), [21] 
which states that the product has a positive and significant 
effect on customer satisfaction. 
 
Effect of Trust on Consumer Satisfaction 
The results of hypothesis testing have proven the influence of 
trust on customer satisfaction. Through the results of 
calculations that have been obtained the level of significance 
has a value of t 2.054> 1.665 and significance 0.043 <0.05 
which means the hypothesis is accepted. This statistical test 
proves that there are influences that include honest 
employees, employees who are responsible and have a good 
reputation influence customer satisfaction. The results of this 
study support the results of previous research conducted by  
[11]  which states that trust has a positive and significant effect 
on consumer satisfaction. 

 
CONCLUSIONS AND RECOMMENDATIONS 
Conclusion 
With statistical testing that has been done, the following 
conclusions can be drawn: 

a. Quality of service has a positive and significant effect on 
customer satisfaction Kober Mie Setan Jember on 
Kober Mie Setan Jember customers. This proves that 
with a good quality of service will increase customer 
satisfaction. 

b. Price has a positive and significant effect on Kober Mie 
Setan Jember consumer satisfaction on Kober Mie 
Setan Jember customers. This proves that with the 
price by the quality of the product it will increase 
consumer satisfaction. 

c. The product has a positive and significant effect on 
Kober Mie Setan Jember consumer satisfaction on 
Kober Mie Setan Jember customers. This proves that 
with a quality product it will increase customer 
satisfaction. 

d. Trust has a positive and significant influence on Kober 
Mie Setan Jember consumer satisfaction on Kober Mie 
Setan Jember customers. This proves that the 
existence of trust that can be trusted by consumers will 
increase consumer satisfaction. 

e. Service quality, price, product, price, and trust have a 
positive and significant effect on Kober Mie Setan 
Jember consumer satisfaction on Kober Mie Setan 
Jember customers. 
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Suggestion 
Based on the results of the previous discussion, the 
researchers took the conclusions set above and provided 
some suggestions that could be considered by Kober Mie 
Setan Jember business owners to further develop their 
businesses, including: 

a. Kober Mie Setan Jember should increase customer 
service quality, price, product, and trust in an effort to 
increase customer satisfaction so that by paying more 
attention to the quality of service quality, price, 
product, and trust, it is hoped that it will eventually be 
able to increase customer satisfaction so that it gets 
better. 

b. For future research, it is suggested to examine other 
places that may experience problems similar to those 
of Kober Mie Setan, adding or replacing other 
independent variables besides service quality, price, 
product, and trust which can certainly influence the 
dependent variable of customer satisfaction so that 
more complete this study because there are still other 
independent variables outside this study that might 
affect customer satisfaction. 
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