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MOTTO DAN PERSEMBAHAN
Motto :
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dan tidak pula terlalu gembira terhadap apa yang diberikan-Nya
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membanggakan diri.”

(Q.S Al-Hadid: 23).

“Dan barangsiapa berbuat kesalahan atau dosa, kemudian dia
tuduhkan kepada orang yang tidak bersalah, maka sungguh dia telah
memikul suatu kebohongan dan dosa yang nyata. ”

(Q.S An-Nisa’: 112).
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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan,
suasana, dan kepercayaan terhadap loyalitas pelanggan melalui kepuasan
pelanggan sebagai variabel intervening pada pelanggan Sidji Coffee Space &
Roastery Jati Kudus. Penelitian dilakukan secara kuantitatif, data primer diperoleh
dengan survei menggunakan kuesioner. Populasi dalam penelitian ini adalah
pelanggan pada Sidji Coffee yang jumlahnya tidak diketahui secara pasti. Sampel
dalam penelitian ini sejumlah 165 pelanggan di Sidji Coffee Space & Roastery
yang telah melakukan pembelian minimal 3 kali. Hasil analisis dalam penelitian
dengan metode Structural Equation Modeling (SEM) sebagai berikut: (1) Kualitas
pelayanan berpengaruh positif dan signifikan terhadap kepuasan pelanggan Sidji
Coffee Space and Roastery. (2) Suasana berpengaruh positif dan signifikan
terhadap kepuasan pelanggan Sidji Coffee Space and Roastery. (3) Kepercayaan
berpengaruh positif dan signifikan terhadap kepuasan pelanggan Sidji Coffee
Space and Roastery. (4) Kualitas pelayanan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan Sidji Coffee Space and Roastery. (5) Suasana
berpengaruh positif dan signifikan terhadap loyalitas pelanggan Sidji Coffee
Space and Roastery. (6) Kepercayaan berpengaruh positif dan signifikan terhadap
loyalitas pelanggan pada Sidji Coffee Space and Roastery. (7) Kepuasan
pelanggan berpengaruh positif terhadap loyalitas pelanggan pada Sidji Coffee
Space and Roastery.

Kata Kunci : Kualitas Layanan, Suasana, Kepercayaan, Kepuasan
Pelanggan dan Loyalitas Pelanggan.
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THE INFLUENCE OF SERVICE QUALITY, ATTITUDE, AND TRUST ON
CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION AS
INTERVENING VARIABLES
(CASE STUDY OF SIDJI COFFEE SPACE & ROASTERY JATI KUDUS)

ELI LUKFIANA SARI
NIM. 2016-11-224

Advisor :
(1) Dr. H. Mochamad Edris., Drs., M.M.
(2) Dian Wismar'ein., S.E., M.M.

ABSTRACTION

This study aims to analyze the effect of service quality, atmosphere, and
trust on customer loyalty through customer satisfaction as an intervening variable
for Sidji Coffee Space & Roastery Jati Kudus customers. The study was conducted
quantitatively, primary data obtained by survey using a questionnaire. The
population in this study are customers at Sidji Coffee whose number is not known
with certainty. The sample in this study was 165 customers at Sidji Coffee Space
& Roastery who had made purchases at least 3 times. The results of the analysis
in the study using the Structural Equation Modeling (SEM) method are as follows:
(1) Service quality has a positive and significant effect on customer satisfaction at
Sidji Coffee Space and Roastery. (2) Atmosphere has a positive and significant
effect on customer satisfaction of Sidji Coffee Space and Roastery. (3) Trust has a
positive and significant effect on customer satisfaction of Sidji Coffee Space and
Roastery. (4) Service quality has a positive and significant effect on customer
loyalty of Sidji Coffee Space and Roastery. (5) Atmosphere has a positive and
significant effect on customer loyalty of Sidji Coffee Space and Roastery. (6) Trust
has a positive and significant effect on customer loyalty at Sidji Coffee Space and
Roastery. (7) Customer satisfaction has a positive effect on customer loyalty at
Sidji Coffee Space and Roastery.

Keywords: Service Quality, Atmosphere, Trust, Customer Satisfaction and
Customer Loyalty.
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