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ABSTRAK

Penelitian ini dilakukan untuk menjelaskan adanya pengaruh Service Quality terhadap
Customer Satisfaction dan Revisit Intention di Kopiria Kota Samarinda. Tujuan Penelitian
untuk menjelaskan apakah Service Quality mempengaruhi Customer Satisfaction dan Revisit
Intention di Kopiria Kota Samarinda. Dimana penelitian ini menggunakan metode survei
dengan pendekatan kuantitatif. Instrument penelitian menggunakan kuesioner yang diberikan
kepada 120 responden. Kriteria responden yang dapat berpartisipasi pada penelitian ini adalah
responden yang pernah melakukan minimal dua kali pembelian di Kopiria Kota Samarinda.
Teknik dalam memilih sampel menggunakan teknik purposive sampling. Lalu data yang
dikumpulkan kemudian akan dianalisis menggunakan bantuan Software Smart PLS yang
dioperasikan melalui media komputer.

Hasil penelitian ini membuktikan bahwa Service Quality berpengaruh positif dan
signifikan terhadap Customer Satisfaction, Service Quality berpengaruh positif dan signifikan
terhadap Revisit Intention, Customer Satisfaction berpengaruh positif dan signifikan terhadap
Revisit Intention.

Kata Kunci : Customer Satisfaction, Revisit Intention, Service Quality



ABSTRACT

This research was conducted to explain the influence of Service Quality on Customer
Satisfaction and Revisit Intention in Kopiria Samarinda City. The purpose of the study was to
explain whether Service Quality Affects Customer Satisfaction and Return Visit Intentions at
Kopiria Samarinda City. Where this research uses a survei method with a quantitative
approach. The research instrument used a questionnaire given to 120 respondents. The criteria
for respondents who can participate in this study are respondents who have made at leats two
purchases at Kopiria, Samarinda City. The technique. Then the data collected will then be
analyzed using the help of Smart PLS Software which is operated through computer media.

The results of this study prove that Service Quality has a positive and significant effect
on Customer Satisfaction, Service Quality has a positive and significant effect on Revisit
Intention, Customer Satisfaction has a positive and significant impact on Revisit Intention.

Keyword : Customer Satisfaction, Revisit Intention and Service Quality
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