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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh café atmosphere dan product 

quality terhadap customer satisfaction, serta dampaknya terhadap customer loyalty 

baik secara langsung maupun tidak langsung melalui customer satisfaction sebagai 

variabel intervening pada Kafe Teman Hati Kebumen. Menggunakan metode 

kuantitatif, sampel sebanyak 100 responden diambil melalui teknik purposive 

sampling dengan kriteria konsumen yang telah melakukan kunjungan minimal tiga 

kali dalam enam bulan terakhir. Data dikumpulkan via kuesioner dan dianalisis 

menggunakan metode Structural Equation Modeling-Partial Least Squares (SEM-

PLS) melalui software SmartPLS 4.0. Hasil penelitian menunjukkan bahwa café 

atmosphere dan product quality berpengaruh positif dan signifikan terhadap 

customer satisfaction. Selain itu, hasil pengujian juga membuktikan bahwa café 

atmosphere dan product quality berpengaruh positif dan signifikan terhadap 

customer loyalty. Lebih lanjut, hasil analisis mediasi membuktikan bahwa customer 

satisfaction secara signifikan mampu memediasi pengaruh café atmosphere dan 

product quality terhadap customer loyalty. Kesimpulannya, penguatan suasana café 

dan kualitas produk secra konsisten menjadi kunci utama dalam meningkatkan 

kepuasan yang pada akhirnya berhasil membangun loyalitas konsumen jangka 

Panjang.  

 

Kata kunci: café atmosphere, product quality, customer satisfaction, customer 

loyalty 
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ABSTRACT 

This study aims to analyze the effects of café atmosphere and product quality on 

customer satisfaction, as well as their direct and indirect impacts on customer 

loyalty through customer satisfaction as an intervening variable at Kafe Teman 

Hati Kebumen. Using a quantitative method, a sample of 100 respondents was 

selected through purposive sampling technique, with the criteria of customers who 

had visited at least three times within the last six months. Data were collected via 

questionnaires and analyzed using the Structural Equation Modeling-Partial Least 

Squares (SEM-PLS) method through SmartPLS 4.0 software. The results of the 

study indicate that café atmosphere and product quality have a positive and 

significant effect on customer satisfaction. In addition, the test results also prove 

that café atmosphere and product quality have a direct, positive, and significant 

effect on customer loyalty. Furthermore, customer satisfaction was found to have a 

positive and significant effect on customer loyalty. Moreover, the medition analysis 

proves that customer satisfaction significant mediates the relationship between café 

atmosphere and product quality toward customer loyalty. In conclusion, 

consistently strengthening the café armosphere and maintaining excellent product 

quality are the main keys to increasing satisfaction, which ultimately succeeds in 

building long-term customer loyalty. 

 

Keywords: café atmosphere, product quality, customer satisfaction, customer 

loyalty 
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