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ABSTRAK

Tujuan penelitian untuk mengetahui pengaruh suasana cafe, kualitas pelayanan
terhadap loyalitas konsumen dengan kepuasan konsumen sebagai variabel intervening pada
Cafe Dontea di Pemalang . Penelitian ini merupakan penelitian kuantitatif dengan
pendekatan survei. Sampel penelitian ini adalah 100 responden dengan menggunakan teknik
Probability Sampling. Instrumen penelitian ini menggunakan Kkuesioner alat uji yang
digunakan asumsi klasik, uji analisis data dan uji hipotesis: Hasil penelitian ini menyatakan
suasana cafe dan kualitas pelayanan tidak berpengaruh terhadap loyalitas konsumen,
kepuasan konsumen berpengaruh positif terhadap loyalitas konsumen, suasana cafe
berpengaruh positif terhadap kepuasan konsumen, kualitas pelayanan berpengaruh positif
terhadap kepuasan konsumen. Hasil Uji Sobel menyimpulkan bahwa kepuasan konsumen
memediasi hubungan antara suasana cafe terhadap loyalitas konsumen dan kualitas
pelayanan terhadap loyalitas konsumen.

Kata Kunci : suasana cafe, kualitas pelayanan, loyalitas konsumen, dan kepuasan konsumen.

ABSTRACT

The purpose of the study was to determine the effect of the cafe atmosphere, service quality
on customer loyalty with customer satisfaction as an intervening variable at Cafe Dontea in
Pemalang. This vesearch is quantitative research with a survey approach. The sample of this
study were 100 respondents using the Probability Sampling technique. This research
instrument uses a questionnaire iest tool used classical assumptions, data analysis test and
hypothesis testing. The results of this study state that the cafe atmosphere and service quality
have a positive effect on customer loyalty, customer satisfaction-has a positive effect on
customer loyalty, the cafe atmosphere has no effect on customer satisfaction, service quality
has no effect on customer satisfaction. The results of the Sobel Test concluded that customer
satisfaction mediate the relationship between the cafe atmosphere on customer loyalty and
service quality on customer loyalty.

Keywords : cafe atmosphere, service quality, customer loyalty, and customer satisfaction.
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ABSTRACT

The purpose of the study was to determine the effect of the cafe atmosphere,
service quality on customer loyalty with customer satisfaction as an intervening
variable at Cafe Dontea in Pemalang. This research is quantitative research with
a survey approach. The sample of this study were 100 respondents using the
Probability Sampling technique. This research instrument uses a questionnaire
test tool used classical assumptions, data analysis test and hypothesis testing. The
results of this study state that the cafe atmosphere and service quality have a
positive effect on customer loyalty, customer satisfaction has a positive effect on
customer loyalty, the cafe atmosphere has no effect on customer satisfaction,
service quality has no effect on customer satisfaction. The results of the Sobel Test
concluded that customer satisfaction mediate the relationship between the cafe
atmosphere on customer loyalty and service quality on customer loyalty.

Keywords : cafe atmosphere, service quality, customer loyalty, and customer
satisfaction.
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