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ABSTRAK 

Dalam melayani konsumennya, Tea Break harus memperhatikan faktor People, 

Process, dan Physical Evidence agar konsumen mendapatkan kepuasan setelah 

melakukan pembelian. Penelitian ini bertujuan untuk mengetahui pengaruh 

people, process, dan physical evidence terhadap kepuasan konsumen Tea Break di 

Kota Pasuruan. Populasi dalam penelitian ini yaitu seluruh konsumen Tea Break 

di Kota Pasuruan dan pengambilan sampelnya menggunakan probability sampling 

dengan metode simple random sampling sehingga diperoleh jumlah sampel 

sebanyak 90 orang. Hasil penelitian menunjukkan bahwa People, Process, dan 

Physical Evidence secara simultan berpengaruh signifikan terhadap kepuasan 

konsumen dengan nilai Fhitung 28,663 > Ftabel 2,7094 dan signifikansi 0,000 < 

0,05. People secara parsial berpengaruh signifikan terhadap kepuasan konsumen 

dengan nilai thitung 2,103 > ttabel 1,988 dan signifikansi 0,038 < 0,05. Process 

secara parsial berpengaruh signifikan terhadap kepuasan konsumen dengan nilai 

thitung 2,282 > ttabel 1,988 dan signifikansi 0,025 < 0,05. Physical Evidence 

secara parsial berpengaruh signifikan terhadap kepuasan konsumen dengan nilai 

thitung 2,552 > ttabel 1,988 dan signifikansi 0,012 < 0,05. 

 

Kata kunci: people, process, dan physical evidence, kepuasan konsumen 
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ABSTRACT 

In serving its customers, Tea Break must pay attention to the factors of People, 

Process, and Physical Evidence so that consumers get satisfaction after making a 

purchase. This study aims to determine the effect of people, process, and physical 

evidence on Tea Break consumer satisfaction in Pasuruan City. The population in 

this study were all Tea Break consumers in Pasuruan City and the samples were 

taken using probability sampling with the simple random sampling method so that 

a total sample of 90 people was obtained. The results showed that People, 

Process, and Physical Evidence simultaneously had a significant effect on 

consumer satisfaction with a Fcount 28.663 > Ftable 2.7094 and a significance 0.000 

< 0.05. People partially have a significant effect on customer satisfaction with a 

tcount 2.103 > ttable 1.988 and a significance 0.038 < 0.05. Process partially has a 

significant effect on customer satisfaction with a tcount 2.282 > ttable 1.988 and a 

significance 0.025 <0.05. Physical Evidence partially has a significant effect on 

consumer satisfaction with a tcount 2.552 > ttable 1.988 and a significance 

0.012<0.05. 
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