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ABSTRAK 
 

Ryan Fadillah Harris, NPM: 201710415078, Pengaruh Kualitas Pelayanan 

“Starbucks” Cabang Jatiasih Terhadap Kepuasan dan Loyalitas Pelanggan 

 

 

Penilitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan terhadap 

kepuasan pelanggan Starbucks Cabang Jatiasih dan untuk mengetahu pengaruh 

kualitas pelayananloyalitas pelanggan Starbucks Cabang Jatiasih. Untuk 

mewujudkan tujuan penelitian tersebut, peneliti menggunakan metode penelitian 

kuantitatif dengan mengupas data primer dan sekunder, Berdasarkan hasil 

penelitian ditemukan bahwa nilai Koefisien Determinasi (KD) Kualitas Pelayanan 

terhadap Kepuasan pelanggan Starbucks Cabang Jatiasih berpengaruh sebesar 

67,4% dan sisanya 32,6% dipengaruhi oleh variabel lain. Nilai Uji T  Kualitas 

Pelayanan terhadap Kepuasan pelanggan Starbucks Cabang Jatiasih sebesar 5,334 

dengan nilai signifikan sebesar 0,000. Hal ini bahwa menunjukan nilai T hitung 

lebih besar dari pada T tabel 1,985. Kedua, Nilai Koefisien Determinasi (KD) 

Pelayanan Terhadap Loyalitas Pelanggan Starbucks Cabang Jatiasih berpengaruh 

sebesar 71,0% dan sisanya 29% dipengaruhi oleh variabel lain. Nilai Uji T  Kualitas 

Pelayanan terhadap Loyalitas pelanggan Starbucks Cabang Jatiasih sebesar 3,230 

dengan nilai signifikan sebesar 0,000. Hal ini bahwa menunjukan nilai T hitung 

lebih besar dari pada T tabel 1,985. Sehingga dapat disimpulkan bahwa kualitas 

pelayanan starbuck berpengaruh besar terhadap kepuasan dan loyalitas pelanggan. 

 

 

Kata Kunci: kualitas pelayanan, kepuasan pelanggan, loyalitas pelanggan 
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ABSTRACT 
 

Ryan Fadillah Harris, NPM: 201710415078, The Effect of "Starbucks" Jatiasih 

Branch Service Quality onCustomer Satisfaction and Loyalty 

 

 

This study aims to determine the effect of service quality on customer satisfaction 

at Starbucks Jatiasih Branch and to determine the effect of service quality on 

customer loyalty at Starbucks Jatiasih Branch. To realize the research objectives, 

researchers used quantitative research methods by examining primary and 

secondary data. Based on the results of the study it was found that the value of the 

Coefficient of Determination (KD) of Service Quality on Customer Satisfaction of 

Starbucks Jatiasih Branch had an effect of 67.4% and the remaining 32.6% was 

influenced by other variables. The T-Test value of Service Quality on Customer 

Satisfaction of Starbucks Jatiasih Branch is 5.334 with a significant value of 0.000. 

This shows that the calculated T value is greater than the T table of 1.985. Second, 

the Value of the Coefficient of Determination (KD) of Service on Customer Loyalty 

of the Jatiasih Branch of Starbucks has an effect of 71.0% and the remaining 29% 

is influenced by other variables. The T-Test value of Service Quality on Customer 

Loyalty of Starbucks Jatiasih Branch is 3.230 with a significant value of 0.000. This 

shows that the calculated T value is greater than the T table of 1.985. So it can be 

concluded that Starbucks service quality has a major effect on customer satisfaction 

and loyalty. 

 

 

Keywords: service quality, customer satisfaction, customer loyalty 
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