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 Laurenvia Fendriyun 

ABSTRAK 

 

Penelitian ini mencari kebenaran customer satisfaction menjadi pemediasi 

antara service quality terhadap behavioral intentions pada Sahabat SiCepat. 

Theory of Reasoned Action beserta konsep service quality, behavioral intentions, 

dan  customer satisfaction merupakan acuan dalam penelitian ini. Peneliti 

menggunakan metode penelitian kuantitatif dan sifat penelitian eksplanatif. 

Penyebaran kuesioner pada 400 responden yaitu member dan followers Instagram 

@sahabatsicepat berdasarkan teknik pengambilan sampel non probability 

sampling dengan purposive sampling.  Teknik analisis data yang digunakan adalah 

uji analisis jalur. Hasil penelitian ini yaitu adanya pengaruh langsung dan 

signifikan sebesar 60.8% antara service quality terhadap behavioral intentions 

yang dimediasi oleh customer satisfaction pada Sahabat SiCepat. Pada penelitian 

ini customer satisfaction berperan kuat dalam memediasi service quality dengan 

behavioral intentions. 

 

Kata kunci: Service Quality, Behavioral Intentions, Customer Satisfaction, dan 

Theory of Reasoned Action 
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THE INFLUENCE OF SERVICE QUALITY ON BEHAVIORAL 

INTENTIONS MEDIATED BY CUSTOMER SATISFACTION ON 

SAHABAT SICEPAT 

 

 Laurenvia Fendriyun 

 

ABSTRACT (English) 

 

This study seeks the truth of customer satisfaction as a mediator between service 

quality and behavioral intentions on Sahabat SiCepat. The Theory of Reasoned 

Action along with the concepts of service quality, behavioral intentions, and 

customer satisfaction are references in this study. The researcher uses quantitative 

research methods and the nature of explanatory research. The distribution of 

questionnaires to 400 respondents, namely members and followers of Instagram @ 

Sahabatsicepat, is based on a non-probability sampling technique with purposive 

sampling. This study uses data analysis techniques correlation test, classical 

assumption test, and path analysis test. The results of this study are that there is a 

direct and significant effect of 60.8% between service quality and behavioral 

intentions mediated by customer satisfaction at Sahabat SiCepat. In this study, 

customer satisfaction plays a strong role in mediating service quality with 

behavioral intentions. 

 

Keywords: Service Quality, Behavioral Intentions, Customer Satisfaction, and 

Theory of Reasoned Action 
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