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ABSTRAK

Aisyah Dhiya Utami (202110325116) Pengaruh Atmosphere Caffe dan Online
customer review terhadap Loyalitas Pelanggan Dimensi Coffee House, Kota Bekasi
Peran Kepuasan Konsumen sebagai Variabel Intervening. Penelitian ini
menggunakan metode kuantitatif, dengan teknik pengambilan sampel (Purposive
Sampling), melibatkan 102 responden yang merupakan pelanggan Dimensi Coffee
House yang yang pernah berkunjung pada bulan Juli 2024. Analisis data dilakukan
menggunakan perangkat lunak SmartPLS 4.0, dengan pengujian Uji Outer Model, Uji
Inner Model, serta Uji Hipotesis. Hasil penelitian di jelaskan sebagai berikut : 1)
Atmosphere caffe berpengaruh positif dan signifikan terhadap kepuasan konsumen. 2)
Online customer review berpengaruh positif dan signifikan terhadap kepuasan
konsumen. 3) Atmosphere caffe berpengaruh positif dan signifikan terhadap Loyalitas
pelanggan. 4) Online customer review berpengaruh positif dan signifikan terhadap
loyalitas pelanggan. 5) Kepuasan konsumen berpengaruh positif dan signifikan
terhadap Loyalitas pelanggan. 6) Atmosphere Caffe berpengaruh positif dan signifikan
terhadap Loyalitas pelanggan melalui Kepuasan konsumen 7) Online customer review
berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan melalui Kepuasan
konsumen.

Kata Kunci : Atmosphere Caffe, Online customer review, Loyalitas Pelanggan,
Kepuasan Konsumen.

Vi

Pengaruh Atmosphere.., Aisyah Dhiya Utami, Fakultas Ekonomi dan Bisnis, 2025



ABSTRACT

Aisyah Dhiya Utami (202110325116) The Influence of Café Atmosphere and
Online customer review on Customer Loyalty at Dimensi Coffee House, Bekasi
City: The Role of Customer Satisfaction as an Intervening Variable. The research
employs a quantitative method with a purposive sampling technique, involving 102
respondents who were customers of Dimensi Coffee House and had visited he café
in July 2024. Data analysis was conducted using SmartPLS 4.0 software, including
Outer Model Testing, Inner Model Testing, and Hypothesis Testing.The research
findings are as follows: 1) Café Atmosphere has a positive and significant effect on
Customer Satisfaction. 2) Online customer review has a positive and significant
effect on Customer Satisfaction. 3) Café Atmosphere has a positive and significant
effect on Customer Loyalty. 4) Online customer review has a positive and
significant effect on Customer Loyalty. 5) Customer Satisfaction has a positive and
significant effect on Customer Loyalty. 6) tmosphere has a positive and significant
effect on Customer Loyalty through Customer Satisfaction. 7) Online customer
review has a positive and significant effect on Customer Loyalty through Customer
Satisfaction.

Keywords: Coffee Shop Atmosphere, Online customer reviews, Customer Loyalty,
Customer Satisfaction.
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