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ABSTRAK 
 

  Seiring perkembangan jaman, industri kuliner berkembang dengan sangat 

pesat. Restoran berlomba – lomba menawarkan berbagai menu dan pengalaman bagi 

customer mereka. Salah satu cara yang dapat dilakukan sebuah restoran untuk dapat 

bertahan di industri kuliner adalah membuat existing customer mereka merasa puas. 

Existing customer yang puas dipercaya memberikan beberapa implikasi lainnya seperti 

tindakan kunjungan kembali, word-of-mouth positif dan rekomendasi kepada orang 

lain. Terdapat beberapa faktor kualitas sebuah restoran yang membuat customer merasa 

puas, yaitu food quality, service person customer orientation dan physical environment. 

One Eighty Coffee & Music merupakan salah satu restoran casual dining di Bandung 

yang terbilang masih baru, namun mendapat animo positif dari masyarakat karena 

keunikan yang dimilikinya. Oleh karena itu, peneliti ingin mengetahui apakah food 

quality, service person customer orientation, dan physical environment mempengaruhi 

customer satisfaction serta memiliki implikasi pada behavioral intenion di One Eighty 

Coffee & Music.  

 

Penelitian menggunakan metode kuantitaif dengan menyebarkan kuesioner 

kepada 135. Selanjutnya, data dianalisis menggunakan structural equation modelling 

(SEM) dengan bantuan perangkat lunak LISREL versi 8.8. Hasil penelitian 

menunjukan terdapat pengaruh positif antara food quality, service person customer 

orientation, physical environment terhadap customer satisfaction, serta terdapat 

pengaruh positif antara customer satisfaction terhadap behavioral intention. 

 

Kata Kunci : food quality, service person customer orientation, physical environment, 

customer satisfaction, behavioral intention, restaurant, casual dining 
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ABSTRACT 

 
 In a highly competitive market, restaurants compete to survive in culinary 

industry. There are several ways to survive in culinary industry. One of them is to make 

their existing customer satisfied. Satisfied customer lead to repurchase intention, 

spreading positive word-of-mouth and giving recommendation to others. Restaurants 

need to make their customer satisfied by maintaining their restaurant quality such as, 

food quality, service person customer orientation, and physical environment. One 

Eighty Coffee & Music is a new casual dining restaurant located in Bandung, who 

attract many customers to visited. Therefore, this study seeks to examine the influence 

of food quality, service person customer orientation, physical environment on customer 

satisfaction, and influence of customer satisfaction on behavioral intenion for dining 

out in the context of One Eighty Coffee & Music.  

 

A quantitative study was conducted and questionnaire completed by 135 

respondents. Structural Equation Modelling (SEM) was employed with LISREL 8.8 

version to analyse the data. The study revealed a positive influence between food 

quality, service person customer orientation, physical environment and customer 

satisfaction. Customer satisfaction also has a positive influence toward behavioral 

intention. 

 

Keywords : food quality, service person customer orientation, physical environment, 

customer satisfaction, behavioral intention, restaurant, casual dining 
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