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ANALISIS FAKTOR - FAKTOR YANG MEMPENGARUHI
CUSTOMER SATISFACTION DAN CUSTOMER LOYALTY

PADA POINT COFFEE

Kelly Bong

ABSTRAK

Industri coftee shop di Indonesia berkembang pesat dan menciptakan persaingan
yang semakin ketat antar merek. Point Coffee sebagai salah satu pelaku industri
menghadapi tantangan terkait kualitas layanan, suasana toko, dan persepsi
keadilan harga yang dapat mempengaruhi kepuasan serta loyalitas pelanggan.
Penelitian ini bertujuan untuk menganalisis pengaruh service quality, store
atmosphere, dan price fairness terhadap customer satisfaction, serta pengaruh
customer satisfaction terhadap customer loyalty pada konsumen Point Coffee.
Penelitian menggunakan pendekatan kuantitatif melalui penyebaran kuesioner
kepada konsumen Point Coffee yang telah melakukan pembelian minimal dua
kali, dengan analisis data menggunakan metode Partial Least Square—Structural
Equation Modeling (PLS-SEM). Hasil penelitian menunjukkan bahwa service
quality, store atmosphere, dan price fairness berpengaruh positif dan signifikan
terhadap customer satisfaction. Selain itu, customer satisfaction juga terbukti
berpengaruh positif dan signifikan terhadap customer loyalty. Temuan ini
menegaskan bahwa peningkatan kualitas layanan, suasana toko yang nyaman,
serta penetapan harga yang wajar merupakan faktor penting dalam membangun
kepuasan dan loyalitas pelanggan Point Coffee secara berkelanjutan.

Kata kunci: Service Quality, Store Atmosphere, Price Fairness, Customer
Satisfaction, Customer Loyalty.
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AN ANALYSIS OF FACTORS INFLUENCING CUSTOMER
SATISFACTION AND CUSTOMER LOYALTY AT POINT

COFFEE

Kelly Bong

ABSTRACT

The rapid growth of the coffee shop industry in Indonesia has intensified
competition among various brands. As one of the key players in this industry,
Point Coffee faces challenges related to service quality, store atmosphere, and
price fairness, all of which may influence customer satisfaction and loyalty. This
study aims to examine the effects of service quality, store atmosphere, and price
fairness on customer satisfaction, as well as the effect of customer satisfaction on
customer loyalty among Point Coffee consumers. A quantitative approach was
applied through the distribution of questionnaires to customers who had made at
least two purchases at Point Coffee. The data were analyzed using the Partial
Least Square—Structural Equation Modeling (PLS-SEM) method. The findings
indicate that service quality, store atmosphere, and price fairness have a positive
and significant influence on customer satisfaction. Furthermore, customer
satisfaction is proven to have a positive and significant effect on customer loyalty.
These results highlight that enhancing service quality, providing a comfortable
store atmosphere, and implementing fair pricing are essential factors in building
sustainable customer satisfaction and loyalty at Point Coffee.

Keywords: Service Quality, Store Atmosphere, Price Fairness, Customer
Satisfaction, Customer Loyallty.
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