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PENGARUH FOOD QUALITY DAN E-SELFQUAL TERHADAP
CUSTOMER SATISFACTION DAN BEHAVIORAL INTENTION
PADA PENGGUNA LAYANAN PIZZA HUT DELIVERY DI

APLIKASI PIZZA HUT INDONESIA

(Tiara Reskyana Putri)

ABSTRAK

Online food delivery (OFD) mengalami pertumbuhan yang pesat seiring dengan
meningkatnya penggunaan internet dan perangkat mobile di Indonesia. Dalam
persaingan layanan OFD tersebut, kualitas layanan digital dan kualitas makanan
menjadi faktor penting dalam memengaruhi keputusan konsumen. Salah satu
penyedia layanan OFD yang menerapkan strategi tersebut adalah Pizza Hut
Indonesia melalui layanan Pizza Hut Delivery di aplikasi Pizza Hut Indonesia.
Namun demikian, aplikasi resmi tersebut belum menjadi pilihan utama konsumen
dalam melakukan pemesanan makanan secara daring dibandingkan dengan
platform pihak ketiga. Kondisi ini berpotensi menyebabkan aplikasi resmi tidak
dimanfaatkan secara optimal, meskipun pengembangan aplikasi mobile
merupakan investasi yang tidak kecil dan disertai dengan biaya pemeliharaan
berkelanjutan. Selain itu, penggunaan platform OFD pihak ketiga juga
menimbulkan biaya komisi pada setiap transaksi yang berdampak pada
berkurangnya margin keuntungan perusahaan. Penelitian ini bertujuan untuk
menganalisis pengaruh e-SELFQUAL (perceived control, service convenience,
customer service, dan service fulfillment) serta food quality terhadap customer
satisfaction dan behavioral intention pengguna aplikasi Pizza Hut Indonesia.
Metode penelitian yang digunakan adalah deskriptif kuantitatif dengan teknik
nonprobability sampling dan jumlah responden sebanyak 140 responden. Data
penelitian  diolah menggunakan aplikasi SmartPLS4. Hasil penelitian
menunjukkan bahwa food quality, perceived control, service convenience, dan
service fulfillment berpengaruh positif dan signifikan terhadap customer
satisfaction, sedangkan customer service berpengaruh positif tidak signifikan
terhadap customer satisfaction. Selanjutnya, customer satisfaction terbukti
memiliki pengaruh positif dan signifikan terhadap behavioral intention pengguna
aplikasi Pizza Hut Indonesia.

Kata kunci: e-SELFQUAL, Food Quality, Customer Satisfaction, Behavioral
Intention, Online Food Delivery.



PENGARUH FOOD QUALITY DAN E-SELFQUAL TERHADAP
CUSTOMER SATISFACTION DAN BEHAVIORAL INTENTION
PADA PENGGUNA LAYANAN PIZZA HUT DELIVERY DI

APLIKASI PIZZA HUT INDONESIA

(Tiara Reskyana Putri)

ABSTRACT

Online food delivery (OFD) has experienced rapid growth along with the
increasing use of the internet and mobile devices in Indonesia. In the competitive
OFD market, digital service quality and food quality have become important
factors influencing consumers’ decision-making. One of the OFD providers
implementing this strategy is Pizza Hut Indonesia through its Pizza Hut Delivery
service on the Pizza Hut Indonesia application. However, the official application
has not yet become consumers’ primary choice for online food ordering compared
to third-party platforms. This condition may lead to the underutilization of the
official application, despite the fact that mobile application development requires
substantial investment and ongoing maintenance costs. In addition, the use of
third-party OFD platforms incurs commission fees on each transaction, which
consequently reduces the company s profit margins. This study aims to analyze the
effects of e-SELFQUAL (perceived control, service convenience, customer service,
and service fulfillment) and food quality on customer satisfaction and behavioral
intention among users of the Pizza Hut Indonesia application. The research
employed a quantitative descriptive method with a nonprobability sampling
technique and involved 140 respondents. The data were analyzed using SmartPLS
4. The results indicate that food quality, perceived control, service convenience,
and service fulfillment have a positive and significant effect on customer
satisfaction, whereas customer service has a positive but insignificant effect on
customer satisfaction. Furthermore, customer satisfaction is proven to have a
positive and significant effect on behavioral intention among users of the Pizza
Hut Indonesia application.

Keywords: e-SELFQUAL, Food Quality, Customer Satisfaction, Behavioral
Intention, Online Food Delivery.
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