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ABSTRAK 

 

Industri makanan dan minuman memiliki peran penting dalm kehidupan sehari-hari 

dan kontribusi besar terhadap PDB Nasional. Di Indonesia, beragam jenis kuliner 

daerah hadir dengan ciri khasnya, salah satunya adalah pempek dari Kota 

Palembang. Popularitas pempek memungkinkan pengembangannya di luar 

Palembang, termasuk di Kota Garut, Jawa Barat, yang memiliki banyak pelku usaha 

kuliner. Di Garut, terdapat tiga restoran pempek utama: Pempek DJ, Pempek 

Veteran, dan Pempek F1. Namun, restoran ini menghadapi masalah seperti ulasan 

rendah di Google Review yang menyebabkan penurunan omzet penjualan. 

Penelitian ini bertujuan mengidentifikasi faktor yang memengaruhi customer 

satisfaction dan behavioral intention seperti pembelian berulang. Data 

dikumpulkan melalui kuesioner Google Form dengan 122 responden yang telah 

lolos screening dan dianalisis menggunakan metode SEM (Structural Equation 

Model) dengan SmartPLS. Hasilnya menunjukan bahwa service quality, food 

quality, dan perceived value berpengaruh positif terhadap customer satisfaction. 

Selain itu, customer satisfaction menjadi variabel mediasi antara variabel 

independen dengan behavioral intention. Variabel service quality juga memiliki 

pengaruh langsung terhadap behavioral intention. Penelitian ni merekomendasikan 

peningkatan kualitas layanan, makanan, dan pemanfaatan media sosial sebagai alat 

promosi. Penelitian selanjutnya dapat mengeksplorasi variabel tambahan seperti 

price fairness atau dimensi lain pada service quality untuk pemahaman yang lebih 

mendalam. 

 

Kata kunci: Service Quality, Food Quality, Perceived Value, Customer 

Satisfaction, dan Behavioral Intention. 
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ABSTRACT (English) 

The food and beverage industry plays an important role in daily life and contributes 

significantly to the national GDP. In Indonesia, various types of regional culinary 

present with their distinctive characteristics, one of which is pempek from 

Palembang City. The popularity of pempek allows its development outside 

Palembang, including in Garut City, West Java, which has many culinary 

businesses. In Garut, there are three main pempek restaurants: Pempek DJ, Pempek 

Veteran, and Pempek F1. However, these restaurants are facing problems such as 

low reviews on Google Review which leads to a decrease in sales turnover. This 

study aims to identify factors that influence customer satisfaction and behavioral 

intention such as repeat purchases. Data was collected through a Google Form 

questionnaire with 122 respondents who had passed the screening and analyzed 

using SEM (Structural Equation Model) method with SmartPLS. The results show 

that service quality, food quality, and perceived value have a positive effect on 

customer satisfaction. In addition, customer satisfaction is a mediating variable 

between the independent variables and behavioral intention. The service quality 

variable also has a direct influence on behavioral intention. This research 

recommends improving service quality, food, and utilizing social media as a 

promotional tool. Future research can explore additional variables such as price 

fairness or other dimensions of service quality for a deeper understanding. 

 

Keywords: Service Quality, Food Quality, Perceived Value, Customer 

Satisfaction, dan Behavioral Intention. 
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