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ABSTRAK

Ni Made Ayu Angeline Leonila Pratiwi, 2020; Peran Atribut Serta Customer
Satisfaction Terhadap Behavioral Intention. Skripsi, Jakarta: Konsentrasi
Manajemen Pemasaran, Program Studi S1 Manajemen, Fakultas Ekonomi,
Universitas Negeri Jakarta. Tim Pembimbing: Dra. Basrah Saidani, M.Si &
Shandy Aditya, BIB, MPBS

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh service quality, food
quality, price, serta customer satisfaction terhadap behavioral intention. Metode
pengumpulan data dalam penelitian ini adalah metode survei dengan instrumen berupa
kuesioner. Sampel yang digunakan dalam penelitian ini sebanyak 200 responden
dengan kriteria berumur 17 tahun keatas, mengetahui dan pernah datang serta dine in
minimal dua kali di Lawless Burgerbar Menteng. Teknik analisis data menggunakan
SPSS versi 25 dan AMOS versi 24 untuk mengelola dan menganalisis data penelitian.
Hasil penelitian menunjukkan bahwa terdapat pengaruh secara signifikan antara
service quality, food quality, dan price terhadap customer satisfaction serta terdapat
pengaruh secara signifikan antara service quality dan price terhadap behavioral
intention. Namun tidak ditemukan pengaruh secara signifikan pada customer
satisfaction dan food quality terhadap behavioral intention.

Kata Kunci: Service Quality, Food Quality, Price, Customer Satisfaction, Behavioral
Intention



ABSTRACK

Ni Made Ayu Angeline Leonila Pratiwi, 2020; The Role of Attributes and Customer
Satisfaction Against Behavioral Intention. Thesis, Jakarta: Concentration in
Marketing Management, S1 Management Study Program, Faculty of Economics,
Universitas Negeri Jakarta. Advisory Team: Dra. Basrah Saidani, M.Sc & Shandy
Aditya, BIB, MPBS

The purpose of this study is to analyze the effect of service quality, food quality, price,
and customer satisfaction on behavioral intention. Data collection method in this study
is a survey method with an instrument in the form of a questionnaire. Samples used in
this study were 200 respondents with criteria aged 17 years and over, known, had come
and dine in at least twice at Lawless Burgerbar Menteng. Data analysis techniques
used SPSS version 25 and AMOS version 24 to manage and analyze research data. The
results showed that there was a significant influence between service quality, food
quality, and price on customer satisfaction and there was a significant influence
between service quality and price on behavioral intention. But no significant effect of
customer satisfaction and food quality was found on behavioral intention.

Keywords: Service Quality, Food Quality, Price, Customer Satisfaction, Behavioral
Intention
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