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PENGARUH FOOD QUALITY, PHYSICAL ENVIRONMENT
QUALITY DAN EMPLOYEE SERVICE QUALITY TERHADAP
CUSTOMER PERCEIVED VALUE DAN CUSTOMER
SATISFACTION SERTA IMPLIKASINYA PADA
BEHAVIOURAL INTENTIONS RESTORAN DAILYCIOUS

Elbert Chastin Suryanto

ABSTRAK

Restoran Dailycious di Bengkulu termasuk ke dalam Contemporary Casual Restaurant. Akan tetapi,
penjualan restoran Dailycious di Bengkulu mengalami naik turun penjualan selama setahun terakhir.
Penelitian ini bertujuan untuk mengetahui penyebab konsumen tidak ingin mengunjungi kembali
restoran Dailycious. Terdapat lima hipotesis pada penelitian ini dan memperoleh hasil kuesioner
sebanyak 164 responden. Metode yang digunakan Structural Equation Modeling (SEM) dengan
menggunakan Perangkat Lunak SmartPIS 4. Hasil penelitian ini menunjukkan bahwa Food Quality
berpengaruh positif terhadap Customer Perceived Value, Customer Perceived Value berpengaruh
positif terhadap Customer Satisfaction, dan Customer Satisfaction berpengaruh positif terhadap
Behavioural Intention. Namun, Physical Environment Quality dan Employee Service Quality tidak

mempunyai pengaruh 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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THE INFLUENCE OF FOOD QUALITY, PHYSICAL
ENVIRONMENT QUALITY AND EMPLOYEE SERVICE
QUALITY ON CUSTOMER PERCEIVED VALUE AND
CUSTOMER SATISFACTION AND ITS IMPLICATIONS FOR

BEHAVIORAL INTENTIONS OF DAILYCIOUS RESTAURANTS

Elbert Chastin Suryanto

ABSTRACT (English)

Dailycious restaurant in Bengkulu is included in Contemporary Casual Restaurant. However,
Dailycious restaurant sales in Bengkulu have experienced ups and downs in sales over the past year.
This study aims to determine the causes of consumers not wanting to revisit Dailycious restaurants.
There are five hypotheses in this study and obtained questionnaire results as many as 164
respondents. The method used Structural Equation Modeling (SEM) using SmartPIS 4 Software.
The results of this study indicate that Food Quality has a positive effect on Customer Perceived
Value, Customer Perceived Value has a positive effect on Customer Satisfaction, and Customer
Satisfaction has a positive effect on Behavioural Intention. However, Physical Environment Quality

and Employee Service Quality have no influence on Customer Perceived Value.

Keywords: Food Quality, Physical Environment Quality, Employee Service Quality, Customer

Perceived Value, Customer Satisfaction, Behavioural Intentions
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