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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas makanan (Food
Quality) dan kualitas pelayanan (Service Quality) terhadap loyalitas pelanggan
(Customer  Loyality ), baik secara langsung maupun melalui kepuasan
pelanggan (Customer Satisfaction) sebagai variabel mediasi. Penelitian
dilakukan pada konsumen Tuman Coffee and Space di Kebumen yang telah
melakukan kunjungan minimal dua kali dalam satu bulan. Metode penelitian
yang digunakan adalah kuantitatif dengan pendekatan deskriptif dan analisis
jalur (path analysis). Pengumpulan data dilakukan melalui penyebaran kuesioner
kepada 207 responden. Hasil penelitian menunjukkan bahwa Food Quality dan
Service Quality berpengaruh signifikan terhadap Customer Satisfaction. Selain
itu, Food Quality dan Service Quality juga berpengaruh signifikan terhadap
Customer Loyality . Customer Satisfaction terbukti menjadi variabel mediasi
yang signifikan dalam hubungan antara Food Quality dan Service Quality
terhadap Customer Loyality . Temuan ini mengindikasikan bahwa peningkatan
kualitas makanan dan pelayanan akan berdampak langsung pada kepuasan dan
loyalitas pelanggan, yang pada akhirnya dapat meningkatkan keberlanjutan bisnis
Tuman Coffee and Space.

Kata kunci: Food Quality, Service Quality, Customer Satisfaction, Customer
Loyality .
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ABSTRACT

This study aims to analyze the influence of Food Quality and Service Quality on
Customer Loyality , both directly and indirectly through Customer Satisfaction as
a mediating variable. The research was conducted on customers of Tuman Coffee
and Space in Kebumen who had visited the café at least twice a month. A
quantitative research method with a descriptive approach and path analysis was
employed. Data were collected using questionnaires distributed to 207
respondents. The results show that both Food Quality and Service Quality have a
significant effect on Customer Satisfaction. Furthermore, Food Quality and
Service Quality also significantly influence Customer Loyality . Customer
Satisfaction is proven to be a significant mediating variable in the relationship
between Food Quality, Service Quality, and Customer Loyality . These findings
indicate that improving food and Service Quality directly impacts Customer
Satisfaction and Loyality , which in turn supports the business sustainability of
Tuman Coffee and Space.

Keywords: Food Quality, Service Quality, Customer Satisfaction, Customer
Loyality
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