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ABSTRAKSI

Penelitian ini bertujuan untuk meneliti food quality dan service quality
melalui customer satisfaction sebagai mediasi terhadap customer loyalty pada
pelanggan Cleon Coffee and Eatery di Kabupaten Kebumen. Pengumpulan data
dilakukan dengan menggunakan kuesioner melalui google forms. Penelitian ini
menggunakan teknik pengambilan sampel non-probability sampling dengan
metode purposive sampling. Penelitian ini memiliki jumlah sampel sebanyak 100
responden pada pelanggan yang melakukan pembelian minimal dua kali dalam
jangka waktu satu bulan selama enam bulan terakhir. Variabel yang digunakan
pada penelitian ini adalah food quality (X1), service quality (X2), customer
satisfaction (Y1), dan customer loyalty (Y2). Penelitian ini menggunakan teknik
analisis data deskriptif dan statistik meliputi uji instrumen, uji asumsi klasik, uji
hipotesis, analisis jalur, analisis korelasi, dan uji sobel dengan menggunakan
bantuan program SPSS 22 for windows.

Hasil penelitian ini menunjukkan bahwa semua variabel valid dan reliabel,
model memenuhi asumsi normalitas, tidak terdapat multikolinieritas, dan tidak
terjadi heteroskedastisitas. Hubungan food quality terhadap customer satisfaction
menunjukkan pengaruh yang signifikan. Hubungan service quality terhadap
customer satisfaction menunjukkan pengaruh yang tidak signifikan. Hubungan
food quality terhadap customer loyalty menunjukkan pengaruh yang tidak
signifikan. Hubungan service quality terhadap customer loyalty menunjukkan
pengaruh yang tidak signifikan. Hubungan customer satisfaction terhadap
customer loyalty menunjukkan pengaruh yang signifikan. Hubungan food quality
terhadap customer loyalty dengan customer satisfaction sebagai pemediasi
menunjukkan pengaruh yang signifikan. Hubungan service quality terhadap
customer loyalty dengan customer satisfaction sebagai pemediasi menunjukkan
pengaruh yang tidak signifikan.

Kata kunci: Food Quality, Service Quality, Customer Satisfaction, dan Customer
Loyalty.
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ABSTRACT

This study aims to examine food quality and service quality through
customer satisfaction as mediation on customer loyalty for Cleon Coffee and
Eatery customers in Kebumen Regency. Data collection was carried out using a
questionnaire via google forms. This study uses non-probability sampling
technique with purposive sampling method. This study has a sample size of 100
respondents for customers who made purchases at least two times within a month
during the last six months. The variables used in this study are food quality (X1),
service quality (X2), customer satisfaction (Y1), and customer loyalty (Y2). This
study uses descriptive and statistical data analysis techniques including
instrument tests, classical assumption tests, hypothesis testing, path analysis,
correlation analysis, and sobel tests using the help of the SPSS 22 for windows
program.

The results of this study indicate that all variables are valid and reliable,
the model meets the assumptions of normality, there is no multicollinearity, and
no heteroscedasticity. The relationship between food quality and customer
satisfaction shows a significant effect. The relationship between service quality
and customer satisfaction shows an insignificant effect. The relationship between
food quality and customer loyalty shows an insignificant effect. The relationship
between service quality and customer loyalty shows an insignificant effect. The
relationship between customer satisfaction and customer loyalty shows a
significant effect. The relationship between food quality and customer loyalty with
customer satisfaction as a mediator shows a significant effect. The relationship
between service quality and customer loyalty with customer satisfaction as a
mediator shows an insignificant effect.

Keywords: Food Quality, Service Quality, Customer Satisfaction, and Customer
Loyalty.
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