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ABSTRAK 

Seyva Marsellina Giofani. Faktor-Faktor yang Mempengaruhi Customer 

Satisfaction terhadap Customer Loyalty pada Coffee Shop Lokal Berkonsep 

Industrial di Jakarta. Skripsi. Program Studi Pendidikan Bisnis, Fakultas 

Ekonomi, Universitas Negeri Jakarta, 2024. 

Penelitian ini bertujuan untuk menguji pengaruh product quality, perceived price, 

dan store atmosphere terhadap customer satisfaction. Serta menguji pengaruh 

product quality, perceived price, store atmosphere dan customer satisfaction 

terhadap customer loyalty. Penelitian ini dilakukan di wilayah DKI Jakarta, 

menggunakan metode survei dengan penyebaran kuesioner melalui Microsoft 

Form. Populasi yang digunakan dalam penelitian ini adalah pelanggan yang pernah 

mengunjungi dan melakukan pembelian di coffee shop lokal berkonsep industrial 

sebanyak tiga kali dalam kurun waktu tiga bulan terakhir, berdomisili di DKI 

Jakarta, dan berusia minimal 17 tahun. Penelitian ini menggunakan teknik 

pengambilan purposive sampling, dengan total sampel sebanyak 212 responden. 

Pendekatan yang digunakan dalam penelitian ini yaitu pendekatan kuantitatif 

dengan teknik analisis data SEM (Structural Equation Modelling). Hasil penelitian 

menunjukan bahwa product quality, perceived price, dan store atmosphere masing-

masing memiliki pengaruh secara positif dan signifikan terhadap customer 

satisfaction. Store atmosphere dan customer satisfaction masing-masing juga 

memiliki pengaruh secara positif dan signifikan terhadap customer loyalty. 

Sementara pada variabel product quality dan perceived price masing-masing 

ditemukan tidak memiliki pengaruh yang signifikan terhadap customer loyalty. 

Kata kunci: product quality, perceived price, store atmosphere, customer 

satisfaction, customer loyalty. 
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ABSTRACT 

Seyva Marsellina Giofani. Factors that Influence Customer Satisfaction towards 

Customer Loyalty at Local Coffee Shop with Industrial Concept in Jakarta. 

Thesis. Business Education Study Program, Faculty of Economics, State 

University of Jakarta, 2024. 

This study aims to examine the influence of product quality, perceived price, and 

store atmosphere on customer satisfaction. And the influence of product quality, 

perceived price, store atmosphere, and customer satisfaction to determine customer 

loyalty. This study was conducted in the DKI Jakarta area using a survey method 

by distributing questionnaires via Microsoft Form. The population used in this 

study are customers who have visited and made purchases at a local coffee shop 

with an industrial concept three times in the last three months, live in DKI Jakarta, 

and are at least 17 years old. This study used a purposive sampling technique with 

a total sample of 212 respondents. This study uses a quantitative approach with 

SEM (Structural Equation Modeling) data analysis techniques. The results of this 

study show that product quality, perceived price, and store atmosphere each have 

a positive and significant influence on customer satisfaction. While product quality 

and perceived price variables were not found to have a significant influence on 

customer loyalty. 

Keywords: product quality, perceived price, store atmosphere, customer 

satisfaction, customer loyalty.
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