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 Maria Meillintika Sari 

ABSTRAK 

 

Dengan adanya pandemi covid-19, membuat berbagai macam sektor industri 

ikut merasakan dampak negatifnya. Salah satu sektor industri yang terkena dampak 

negatif akibat pandemi covid-19 yaitu makanan dan minuman. Dampak negatif 

yang paling dirasakan oleh sektor industri makanan dan minuman yaitu kerugian 

dan penurunan penjualan. Hal ini membuat Restaurant Fast Food CFC mengalami 

kerugian dan penurunan penjualan dengan menutup 161 gerai serta penjualan 

perusahaan menurun dari Rp137,94 miliar menjadi Rp76,58 miliar pada tahun 

2021. 

Penelitian ini bertujuan untuk meningkatkan Behavioural Intentions terhadap 

Restaurant Fast Food CFC dengan mengetahui faktor-faktor yang 

mempengaruhinya. Penelitian ini melakukan survey dengan cara menyebarkan 

kuisioner secara online. Kemudian peneliti melakukan analisis dari survey tersebut 

menggunakan metode SEM (Structural Equation Model) dengan software Lisrel 

versi 8.8 yang membutuhkan responden sebanyak 130 orang yang lolos screening. 

Hasil penelitian ini menunjukan bahwa Food Quality memiliki pengaruh positif 

terhadap Customer Perceived Value, Customer Perceived Value memiliki pengaruh 

positif terhadap Customer Satisfaction, dan Customer Satisfaction memiliki 

pengaruh positif terhadap Behavioural Intentions sedangkan Physical Environment 

Quality dan Employee Service Quality tidak memiliki pengaruh signifikan terhadap 

Customer Perceived Value.  

Kata kunci: Food Quality, Physical Environment Quality, Employee Service 

Quality, Customer Perceived Value, Customer Satisfaction, Behavioural Intentions 
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 Maria Meillintika Sari 

ABSTRACT (English) 

 

With the COVID-19 pandemic, various industrial sectors have felt the 

negative impact. One of the industrial sectors that has been negatively affected by 

the COVID-19 pandemic is food and beverage. The most negative impact felt by the 

food and beverage industry sector was losses and decreased sales. This caused 

Restaurant Fast Food CFC to suffer losses and decreased sales by closing 161 

outlets and the company's sales decreased from Rp. 137.94 billion to Rp. 76.58 

billion in 2021. 

This study aims to increase Behavioral Intentions towards Restaurant Fast 

Food CFCs by knowing the factors that influence it. This study conducted a survey 

by distributing online questionnaires. Then the researchers analyzed the survey 

using the SEM (Structural Equation Model) method with Lisrel software version 

8.8 which required 130 respondents who passed the screening. The results of this 

study indicate that Food Quality has a positive influence on Customer Perceived 

Value, Customer Perceived Value has a positive influence on Customer 

Satisfaction, and Customer Satisfaction has a positive influence on Behavioral 

Intentions while Physical Environment Quality and Employee Service Quality have 

no significant influence on Customer Perceived Value. 

 

Keywords: Food Quality, Physical Environment Quality, Employee Service 

Quality, Customer Perceived Value, Customer Satisfaction, Behavioural Intention. 
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