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ABSTRAKSI 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan, 

kepercayaan, dan suasana ruangan terhadap loyalitas pelanggan melalui kepuasan 

pelanggan sebagai variabel intervening (studi kasus pelanggan Khayangan Rooftop 

Cafe PatI). Sampel penelitian berjumlah 125 responden pelanggan Khayangan 

Rooftop Cafe Pati. Hasil analisis dalam penelitian dengan metode Structural 

Equation Modeling (SEM) sebagai berikut: (1) Kualitas pelayanan berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan Khayangan Rooftop Cafe Pati. 

(2) Kepercayaan berpengaruh positif dan signifikan terhadap kepuasan pelanggan 

Khayangan Rooftop Cafe Pati. (3) Suasana ruangan berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan Khayangan Rooftop Cafe Pati. (4) Kualitas 

pelayanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan 

Khayangan Rooftop Cafe Pati. (5) Kepercayaan berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan pada Khayangan Rooftop Cafe Pati. (6) Suasana 

ruangan berpengaruh positif dan signifikan terhadap loyalitas pelanggan 

Khayangan Rooftop Cafe Pati. (7) Kepuasan pelanggan berpengaruh positif 

terhadap loyalitas pelanggan pada Khayangan Rooftop Cafe Pati. (8) Kepuasan 

pelanggan tidak mampu menjadi variabel mediasi dari pengaruh kualitas pelayanan 

dan kepercayaan terhadap loyalitas pelanggan Khayangan Rooftop Cafe Pati. (9) 

Kepuasan pelanggan bisa menjadi variabel mediasi dari pengaruh suasana ruangan 

terhadap loyalitas pelanggan Khayangan Rooftop Cafe Pati.  

 

Kata Kunci : Kualitas Pelayanan, Kepercayaan, Suasana Ruangan, Kepuasan 

Pelanggan dan Loyalitas Pelanggan. 
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ABSTRACTION 

 

This study aims to analyze the effect of service quality, trust, and room 

atmosphere on customer loyalty through customer satisfaction as an intervening 

variable (case study of customers of Khayangan Rooftop Cafe Pati). The research 

sample is 125 respondents of Khayangan Rooftop Cafe Pati. 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 Khayangan Rooftop Cafe Pati. (2) Trust has a positive and 

significant effect on customer satisfaction at Khayangan Rooftop Cafe Pati. (3) 

Room atmosphere has a positive and significant effect on customer satisfaction at 

Khayangan Rooftop Cafe Pati. (4) Service quality has a positive and significant 

effect on customer loyalty at Khayangan Rooftop Cafe Pati. (5) Trust has a positive 

and significant effect on customer loyalty at Khayangan Rooftop Cafe Pati. (6) 

Room atmosphere has a positive and significant effect on customer loyalty at 

Khayangan Rooftop Cafe Pati. (7) Customer satisfaction has a positive effect on 

customer loyalty at Khayangan Rooftop Cafe Pati. (8) Customer satisfaction is not 

able to be a mediating variable of the influence of service quality and trust on 

customer loyalty Khayangan Rooftop Cafe Pati. (9) Customer satisfaction can be a 

mediating variable from the effect of room atmosphere on customer loyalty at 

Khayangan Rooftop Cafe Pati. 

 

Keywords:   Service Quality, Trust, Room Atmosphere, Customer Satisfaction and 

Customer Loyalty. 
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