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ABSTRACT

The objective of this research is to analyze the factor of service and drink quality to
customer satisfaction and its influence on the word of mouth. Respondents were the
customers of Kopikina Café, Tebet, South Jakarta. Both primary and secondary
data were used in this study. Primary data were obtained through survey
questionnaires distributed to the target respondents. Using an accidental sampling
method, a total of 90 respondents were collected. Secondary data were obtained
from various sources such as journals, books and other related publications. The
results show that the service quality and the quality of drink had a positive and
significant effects either partially or wholly to satisfaction. The results also show
that quality of drink and satisfaction partially had a positive and significant effect on
the word of mouth, while service quality, as partially does not any effect to the word
of mouth. Quality of drinks, service quality and satisfaction simultaneously have a
positive effect on word of mouth. Satisfaction is found as a moderating effect. It is
suggested for Kopikina café to focus more on factors that can improve customer
satisfaction through increasing service and drink quality which is then expected also
will improve the word of mouth.

Keyword : service quality, drink quality, satisfaction and word of mouth
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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh kualitas
layanan, kualitas minuman terhadap kepuasan dan pengaruhnya terhadap word of
mouth. Responden adalah pelanggan Kopikina Café, Tebet, Jakarta Selatan. Data
primer dan data sekunder digunakan dalam penelitian ini. Data primer diperoleh
melalui kuesioner survei yang dibagikan kepada responden sasaran. Dengan
menggunakan metode accidental sampling, sebanyak 90 responden dikumpulkan.
Data sekunder diperoleh dari berbagai sumber seperti jurnal, buku dan publikasi
terkait lainnya. Hasil penelitian menunjukkan bahwa kualitas layanan dan kualitas
minuman berpengaruh positif dan signifikan baik secara parsial maupun simultan
terhadap kepuasan. Hasil penelitian juga menunjukkan bahwa kualitas minuman
dan kepuasan secara parsial berpengaruh positif dan signifikan terhadap word of
mouth sedangkan kualitas layanan secara parsial tidak berpengaruh terhadap word
of mouth. Kualitas minuman, kualitas layanan dan kepuasan secara simultan
memiliki pengaruh yang positif dan signifikan terhadap word of mouth. Kepuasan
dalam penelitian ini berperan sebagai variabel moderator. Disarankan agar kafe
Kopikina lebih fokus pada faktor-faktor yang dapat meningkatkan kepuasan seperti
meningkatkan kualitas layanan dan kualitas minuman yang kemudian diharapkan
juga akan meningkatkan word of mouth.

Kata Kunci : kualitas layanan, kualitas minuman, kepuasan dan word of mouth
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