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ABSTRAKSI 

Kegemaran masyarakat Kudus untuk berkumpul bersama atau hanya 

sekedar menghabiskan waktu luang mereka di cafe pada hari libur bahkan hari-

hari biasa. Hal ini semakin mendukung meningkatnya bisnis cafe, ketepatan 

strategi yang digunakan merupakan faktor penentu keberhasilan cafe dalam 

memasarkan produknya, strategi pemasaran sangat diperlukan untuk mendapatkan 

pelanggan.  

 Penelitian ini mengambil populasi kepada seluruh pelanggan Susu Moeria, 

serta sampel sebanyak 125 responden. Analisis data menggunakan teknik sem-

amos. Hasil kesimpulan bahwa store atmosphere berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan, kualitas produk berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan, kualitas pelayanan berpengaruh positif 

dan signifikan terhadap kepuasan pelanggan. Namun store atmosphere 

berpengaruh negatif dan signifikan terhadap loyalitas pelanggan. Kualitas produk 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan, kualitas 

pelayanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Hasil 

dari penelitian ini juga menyatakan bahwa kepuasan mampu menjadi mediasi 

antara variabel kualitas produk dan kualitas pelayanan terhadap loyalitas 

pelanggan, serta tidak mampu memediasi pengaruh store atmosphere terhadap 

loyalitas pelanggan. 

 

Kata Kunci: store atmosphere, kualitas produk, kualitas pelayanan, kepuasan 

pelanggan, loyalitas pelanggan 
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 STUDY PROGRAM OF MANAGEMENT 

Abstract 

 The hobby of the Kudus community is to gather together or just spend 

their free time at the cafe on holidays and even on weekdays. This further 

supports the increase in cafe business, the accuracy of the strategy used is a 

determining factor in the success of a cafe in marketing its products, a marketing 

strategy is needed to get customers. 

 This study took a population of all Moeria Milk customers, as well as a 

sample of 125 respondents. Data analysis using Sem-Amos technique. The 

conclusion is that store atmosphere has a positive and significant effect on 

customer satisfaction, product quality has a positive and significant effect on 

customer satisfaction, service quality has a positive and significant effect on 

customer satisfaction. However, store atmosphere has a negative and 

insignificant effect on customer loyalty. Product quality has a positive and 

significant effect on customer loyalty, service quality has a positive and 

significant effect on customer loyalty. The results of this study also state that 

satisfaction is able to mediate between the variables of product quality and 

service quality on customer loyalty, and is unable to mediate the effect of store 

atmosphere on customer loyalty. 

 

Keywords: store atmosphere, product quality, service quality, customer 

satisfaction, customer loyalty 
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