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Pengaruh Food Quality, Physical Environment Quality, Employee Service 

Quality terhadap Behavioural Intentions melalui Customer Perceived Value  

dan Customer Satisfaction (Studi Pada Konsumen Restoran Cepat Saji 

McDonald's) 

 (Mahidara Adriyani) 

ABSTRAK 

 

Mcd pertama kali masuk ke Indonesia di tahun 1991 dengan cepat menjadi 

salah satu jaringan restoran cepat saji yang paling populer di negara ini. Dalam 

upaya ini untuk beradaptasi dengan budaya lokal, MCD indonesia juga telah 

melakukan berbagai inovasi dalam menu dan konsep restoran. Salah satu contohnya 

adalah dari adaptasi ini yaitu penambahan menu ayam goreng sebagai opsi alternatif 

bagi konsumen yang menghindari makanan babi (non halal).Tentu saja dengan 

adanya tantangan dalam proses glokalisasi ini, termasuk permasalah kesehatan dan 

sosial yang terkait dengan makanan cepat saji. Oleh Karena itu, Penting bagi Mcd 

Indonesia dan jaringan restoran cepat saji global lainnya untuk mempertimbangkan 

kebutuhan lokal dan dampak sosial yang terkait dengan operasi bisnis mereka di 

Indonesia dan juga di seluruh dunia. Dengan demikian, bahwa penelitian juga 

memiliki tujuan untuk meneliti Pengaruh Food Quality,Physical Environment 

Quality, Employee Service Quality terhadap Behavioural Intentions melalui 

Customer Perceived Value  dan Customer Satisfaction. Di penelitian ini 

menggunakan metode kuantitatif dan non-probability sampling dengan responden 

sebanyak 133 responden dengan diolah menggunakan SMARTPLS 4 dengan 

responden yang kategori usia minimal 20 tahun laki-laki maupun perempuan  

 

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

Quality, Behavioural Intentions,Customer Perceived Value, Customer Satisfaction 
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The Influence of Food Quality, Physical Environment Quality, and 

Employee Service Quality on Behavioral Intentions through Customer The 

Influence of Food Quality, Physical Environment Quality, and Employee 

Service Quality on Behavioral Intentions through Customer Perceived Value 

and Customer Satisfaction (A Study on McDonald's Fast Food Restaurant 

Consumers) 

 (Mahidara Adriyani) 

 

ABSTRACT (English) 

 

McDonald's first entered Indonesia in 1991 and quickly became one of the 

most popular fast-food chains in the country. To adapt to local culture, 

McDonald's Indonesia has implemented various innovations in its menu and 

restaurant concepts. One example of this adaptation is the addition of fried 

chicken to the menu as an alternative option for consumers who avoid pork 

(non-halal food). Of course, there are challenges in the process of 

glocalization, including health and social issues related to fast food. 

Therefore, it is crucial for McDonald's Indonesia and other global fast-food 

chains to consider local needs and the social impact of their business 

operations in Indonesia and worldwide. This study aims to examine the 

influence of food quality, physical environment quality, and employee service 

quality on behavioral intentions through perceived customer value and 

customer satisfaction. The research employs quantitative and non-probability 

methods, involving 133 respondents aged 20 and above, both male and 

female. Data was processed using SMARTPLS 4.. 

 

Keywords: Food Quality, Physical Environment Quality, Employee Service 

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