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Analisis Pengaruh Service Quality, Food Quality, dan Perceived Value 
Terhadap Customer Satisfaction dan Behavioral Intention pada Restoran 

Baku Dapa G&G 
 

Gerald David Albertus Keintjem 
 

ABSTRAK 
 

Pertumbuhan industri makanan dan minuman terus berkembang dan terus menjadi 
industri yang memiliki kontribusi besar bagi PDB negara. Di Indonesia sendiri 
tersebar banyak jenis makanan dan minuman mulai dari makanan cepat saji , 
makanan daerah , dan makanan kemasan lainnya. Industri makanan daerah sendiri 
sudah cukup merajalela di Indonesia terutama di ibukota DKI Jakarta dikarenakan 
makanan ini memiliki daya tarik tersendiri sehingga bisa membuat orang – orang 
yang belum merasakan ciri khas suatu daerah dapat merasakan dengan makanan 
daerah yang tersedia di ibukota. Masakan daerah Manado di Indonesia sudah cukup 
banyak. Ada 6 tempat makan Manado yang cukup terkenal di Jakarta dan memiliki 
lebih dari 1 cabang yaitu Beautika , Bunga Pepaya , Ikan Tude Bakar Manado , 
Sarang Oci , Rarampa , dan Baku Dapa G&G. Salah satunya yang menjadi objek 
penelitian kali ini adalah masakan daerah manado (Baku Dapa G&G). Namun, 
ditemukan beberapa masalah dalam proses bisnis dari Baku Dapa G&G yaitu dari 
segi penilaian atau rating dari wadah atau website rating , Baku Dapa G&G 
memiliki penilaian yang paling rendah disbanding pesaingnya. Lalu, perusahaan 
juga kerap kali mendapatkan ulasan buruk mengenai kualitas layanan , makanan , 
dan harga melalui situs ulasan seperti Google review dan Pergikuliner.com. Selain 
itu , ada beberapa laporan mengenai omset penjualan yang mengalami penurunan. 
Penelitian ini bertujuan untuk bisa memberikan pandangan mengenai faktor apa 
yang dirasakan konsumen untuk bisa merasa puas dan melakukan niat perilaku 
seperti pembelian kembali pada restoran Baku Dapa G&G. Kemudian peneliti juga 
melakukan survey untuk mendapatkan data untuk diuji yang disebarkan secara 
online (Google Form) kepada minimal 196 responden yang lolos uji screening. 
Pengujian dilakukan dengan analisis SEM (Structural Equation Model) dan dengan 
software SMARTPLS 3. Hasil penelitian menunjukkan bahwa semua faktor yaitu 
service quality , food quality , dan perceived value memiliki pengaruh positif yang 
signifikan terhadap customer satisfaction dan juga customer satisfaction menjadi 
variable mediasi bagi 3 variabel independent tersebut memiliki pengaruh positif 
yang signifikan terhadap behavioural intention. Selain itu , variable service quality 
juga memiliki pengaruh positif langsung yang signifikan terhadap behavioural 
intention. 

 
Kata kunci: Service Quality, Food Quality, Perceived Value, Customer 
Satisfaction, dan Behavioral Intention. 
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ABSTRACT 

 
The growth of the food and beverage industry continues to grow and continues to 
be an industry that has a large contribution to the country's GDP. In Indonesia, there 
are many types of food and drinks ranging from fast food, regional food and other 
packaged food. The regional food industry itself is quite rampant in Indonesia, 
especially in the capital city of DKI Jakarta because this food has its own charm so 
that it can make people who have not tasted the characteristics of a region feel the 
regional food available in the capital. Manado regional cuisine in Indonesia is quite 
a lot. There are 6 Manadonese restaurants that are quite famous in Jakarta and have 
more than 1 branch, namely Beautika, Bunga Papaya, Ikan Tude Bakar Manado, 
Sarang Oci, Rarampa, and Baku Dapa G&G. One of the objects of research this 
time is Manado regional cuisine (Baku Dapa G&G). However, several problems 
were found in the business processes of Baku Dapa G&G, namely in terms of 
ratings or ratings from the rating forum or website, Baku Dapa G&G has the lowest 
rating compared to its competitors. Then, companies also often get bad reviews 
regarding the quality of service, food, and prices through review sites such as 
Google review andPergikuliner.com. In addition, there have been several reports of 
declining sales turnover. This study aims to be able to provide insight into what 
factors consumers feel to be satisfied and carry out behavioral intentions such as 
repurchasing at the Baku Dapa G&G restaurant. Then the researcher also conducted 
a survey to obtain data to be tested which was distributed online (Google Form) to 
at least 196 respondents who passed the screening test. Tests were carried out using 
SEM (Structural Equation Model) and with SMARTPLS 3 software. The results 
showed that all factors namely service quality, food quality, and perceived value 
had a significant positive effect on customer satisfaction and also customer 
satisfaction became a mediating variable for the 3 variables The independent has a 
significant positive influence on behavioral intention. In addition, the service 
quality also has a significant direct positive effect on behavioral intention. 

 
Keywords: Service Quality, Food Quality, Perceived Value, Customer Satisfaction, 
dan Behavioral Intention. 
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