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ANALISIS PENGARUH FOOD QUALITY, EMPLOYEE SERVICE
QUALITY DAN PHYSICAL ENVIRONMENT QUALITY TERHADAP
CUSTOMER PERCEIVED VALUE, CUSTOMER SATISFACTION DAN
BEHAVIOURAL INTENTIONS (STUDI PADA KONSUMEN RESTORAN
CEPAT SAJI A&W)

Muhammad Fadhil Rakasiwi

ABSTRAK

Di Indonesia terdapat banyak sekali restoran cepat saji atau fast food serta beragam macam
jenisnya. A&W menjadi salah satu restoran cepat saji atau fast food yang berada di Indonesia. Masuk
ke Indonesia sejak tahun 1985, A&W merupakan salah satu merk restoran cepat saji atau fast food yang
keberadaannya sudah sangat lama di Indonesia.Kualitasnya pun seharusnya sudah tidak diragukan lagi,
akan tetapi pada tahun 2022 top brand index dari restoran fast food A&W mengalami penurunan. Tidak
hanya itu, tetapi juga gerai dari restoran fast food A&W juga tidak banyak bertambah serta kalah
jumlahnya dibandingkan para pesaing utamanya. A&W pun tercatat hanya memiliki penikmat
sebanyak 2,6 juta orang yang dimana bukan merupakan penghuni klasemen papan atas dari restoran
yang terlaris dan masih kalah terlampau jauh jumlah penikmatnya dengan pesaing utamanya di tahun
2021. Oleh karena itu, penelitian ini memiliki tujuan untuk meneliti pengaruh dari Food Quality,
Employee Service Quality dan Physical Environment Quality terhadap Behavioral Intention yang
dimediasi olehCustomer Perceived Value dan Customer Satisfaction. Pada penelitian ini, metode yang
digunakan adalah metode kuantitatif serta non-probability sampling dengan responden sebanyak 181
responden yang diolah menggunakan SmartPLS 4 dengan Kriteria responden yang berumur minimal 20
tahun, laki-laki atau perempuan dan responden sudah pernah mengkonsumsi produk restoran cepat saji
A&W. Hasil dari penelitian ini menyatakan bahwa Food Quality, Employee Service Quality dan
Physical Environment Quality berpengaruh terhadap Customer Perceived Value lalu Customer
Perceived Value tidak berpengaruh terhadap Customer Satisfaction dan Customer Satisfaction tidak
berpengaruh terhadap Behavioral Intention.

Kata kunci: kualitas makanan, kualitas pelayanan oleh karyawan, kualitas lingkungan fisik, nilai yang
dirasakan pelanggan, kepuasan pelanggan, niat dari pelanggan
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ANALYSIS OF THE INFLUENCE OF FOOD QUALITY, EMPLOYEE
SERVICE QUALITY AND PHYSICAL ENVIRONMENT QUALITY ON
CUSTOMER PERCEIVED VALUE, CUSTOMER SATISFACTION AND
BEHAVIORAL INTENTIONS (STUDY ON A&W FAST FOOD
RESTAURANT CONSUMERYS)

Muhammad Fadhil Rakasiwi

ABSTRACT

In Indonesia, there are many fast food or fast food restaurants and various types. A&W is one of the
fast food or fast food restaurants in Indonesia. Entering Indonesia since 1985, A&W is one of the fast
food restaurant brands that has been around for a very long time in Indonesia. Its quality should not
be doubted, however, in 2022 the top brand index of A&W fast food restaurants will experience a
decline. Not only that, A&W fast food restaurant outlets have not increased in number and are
outnumbered by their main competitors. A&W is also recorded as having only 2.6 million fans, which
are not top-level staking residents of the best-selling restaurants and are still far behind in the number
of fans compared to its main competitors in 2021. Therefore, this research aims to examine the influence
of Food Quality, Employee Service Quality and Physical Environment Quality on Behavioral Intention
which is mediated by Customer Perceived Value and Customer Satisfaction. In this research, the
method used was a quantitative method and non-probability sampling with 181 respondents processed
using SmartPLS 4 with the criteria being that the respondent was at least 20 years old, male or female
and the respondent had previously consumed A&W fast food restaurant products. The results of this
research state that Food Quality, Employee Service Quality and Physical Environment Quality have an
effect on Customer Perceived Value, then Customer Perceived Value has no effect on Customer
Satisfaction and Customer Satisfaction has no effect on Behavioral Intention.

Keyword: Food Quality, Employee Service Quality, Physical Environment Quality, Customer
Perceived Value, Customer Satisfaction, Behavioral Intention
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