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ABSTRACT 

The objective of this research is to analyze the factor of service quality and food 

and drink quality to customer satisfaction and its influence on the word of mouth. 

Respondents were on customers of Waroeng Kopi Klotok, Pakem, Yogyakarta. 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 100 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 food and drink quality 

had a positive and significant effects either partially or wholly to satisfaction. The 

results also show that service quality, food and drink quality and satisfaction either 

partially or wholly had a positive and significant effect on the word of mouth. 

Satisfaction is found as a moderating effect. It is suggested for Waroeng Kopi 

Klotok 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 pelayanan 

dan kualitas makanan dan minuman terhadap kepuasan konsumen dan dampaknya 

terhadap word of mouth. Responden adalah pelanggan Waroeng Kopi Klotok, 

Pakem, Yogyakarta. Sumber data yang digunakan dalam penelitian ini yaitu data 

primer dan data sekunder. Data primer diperoleh melalui kuesioner survei yang 

dibagikan kepada responden sasaran. Dengan menggunakan metode accidental 

sampling, sebanyak 100 responden dikumpulkan. Data sekunder diperoleh dari 

berbagai sumber seperti jurnal, buku dan publikasi terkait lainnya. Hasil penelitian 

menunjukkan bahwa kualitas pelayanan dan kualitas minuman berpengaruh positif 

dan signifikan baik secara parsial maupun simultan terhadap kepuasan konsumen. 

Hasil penelitian juga menunjukkan bahwa kualitas pelayanan, kualitas makanan 

dan minuman dan kepuasan konsumen secara parsial maupun simultan berpengaruh 

positif dan signifikan terhadap word of mouth. Kepuasan dalam penelitian ini 

berperan sebagai variabel moderator. Disarankan agar Waroeng Kopi Klotok lebih 

fokus pada faktor-faktor yang dapat meningkatkan kepuasan seperti meningkatkan 

kualitas pelayanan dan kualitas makanan dan minuman yang kemudian diharapkan 

juga akan meningkatkan word of mouth. 

Kata Kunci : kualitas pelayanan, kualitas makanan dan minuman, kepuasan 

konsumen dan word of mouth 

 

 

 

 

 

 

 



viii 
 

DAFTAR ISI 

 

 

 

HALAMAN JUDUL ....................................................................................................... i 

HALAMAN PERNYATAAN ORISINALITAS .......................................................... ii 

HALAMAN PENGESAHAN ....................................................................................... iii 

UNGKAPAN TERIMA KASIH ................................................................................... iv 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ................................... v 

ABSTRACT .................................................................................................................... vi 

ABSTRAK .................................................................................................................... vii 

DAFTAR ISI ................................................................................................................ viii 

DAFTAR TABEL .......................................................................................................... x 

DAFTAR GAMBAR .................................................................................................... xi 

DAFTAR LAMPIRAN ................................................................................................ xii 

BAB I PENDAHULUAN ............................................................................................... 1 

1.1. Latar Belakang Masalah ............................................................................................ 1 

1.2. Identifikasi Masalah .................................................................................................. 4 

1.3. Perumusan Masalah ................................................................................................... 5 

1.4. Maksud Dan Tujuan Penelitian ................................................................................. 5 

1.5. Manfaat Penelitian ..................................................................................................... 6 

BAB II OBYEK PENELITIAN .....................................................................................7 

BAB III KAJIAN PUSTAKA, KERANGKA PEMIKIRAN DAN HIPOTESIS .... 10 

3.1. Kualitas Pelayanan .................................................................................................. 10 

3.2. Kualitas Makanan dan Minuman ............................................................................. 11 

3.3. Kepuasan Pelanggan  ............................................................................................... 13 

3.4. WOM (Word of Mouth) ........................................................................................... 14 

3.5. Penelitian Terdahulu ................................................................................................ 16 

3.6. Kerangka Pemikiran ................................................................................................ 19 

3.7. Hipotesis Penelitian ................................................................................................. 21 

BAB IV METODE PENELITIAN………………………………………………....... 2 

4.1. Jenis dan Desain Penelitian ...................................................................................... 22 

4.2. Ruang Lingkup …………………............................................................................ 22 

4.3. Lokasi dan Waktu Penelitian ……………............................................................... 22 

4.4. Operasionalisasi Variabel Penelitian ....................................................................... 22 

4.5. Populasi dan Sampel................................................................................................. 23 

4.5.1. Populasi …………................................................................................................ 23 

4.5.2. Sampel ..…………................................................................................................ 23 

4.6. Teknik Pengambilan Sampel ................................................................................... 24 

4.7. Sumber Data ............................................................................................................ 25 

4.8. Skala Pengukuran Data ............................................................................................ 26 

4.9. Teknik Analisa Data ................................................................................................ 26 

4.9.1. Uji Instrumen ........................................................................................................ 27 

4.9.1.1. Uji Validitas ....................................................................................................... 27 

4.9.1.2. Uji Reliabilitas ................................................................................................... 27 

4.9.2. Uji Data (Asumsi Klasik) ...................................................................................... 27 

4.9.2.1. Uji Normalitas ................................................................................................... 28 

4.9.2.2. Uji Heterokedastisitas ........................................................................................ 28 



ix 
 

4.9.2.3. Uji Korelasi Antar Variabel …........................................................................... 29 

4.9.2.4. Uji Korelasi Antar Dimensi …........................................................................... 30 

4.9.3. Uji Hipotesis ……………..................................................................................... 30 

4.9.3.1. Uji Parsial (Uji t) ................................................................................................ 31 

4.9.3.2. Uji F (Stimultan) ................................................................................................ 31 

4.9.3.3. Koefisien Determinasi (R2) …............................................................................ 32 

4.9.3.4. Analisis Jalur (Path Analysis)…........................................................................ 33 

BAB V HASIL DAN PEMBAHASAN …………………….……………………....... 35 

5.1. Analisis Karakteristik Data Responden ................................................................... 35 

5.2. Hasil Observasi Penelitian ……............................................................................... 36 

5.3. Hasil Uji Instrumen ……………............................................................................. 36 

5.3.1. Hasil Uji Validitas …………................................................................................ 36 

5.3.2. Hasil Uji Reliabilitas …………............................................................................. 37 

5.4. Hasil Uji Asumsi Klasik ………............................................................................... 38 

5.4.1. Hasil Uji Normalitas…………….......................................................................... 38 

5.4.2. Hasil Uji Heterokedastisitas …….......................................................................... 40 

5.4.3. Hasil Korelasi Antar Variabel……….................................................................... 41 

5.4.4. Hasil Korelasi Antar Dimensi……….................................................................... 42 

5.5. Hasil Uji Hipotesis ……….…….............................................................................. 43 

5.5.1. Hasil Uji Analisis Jalur Model 1…….................................................................... 44 

5.5.2. Hasil Uji Analisis Jalur Model 2…….................................................................... 45 

5.5.3. Hasil Uji Analisis Jalur Model 1 dan 2 ................................................................. 46 

5.6. Pembahasan Hasil Penelitian ……….…….............................................................. 48 

5.6.1. Pembahasan Uji Analisis Jalur Model 1 ……….…............................................... 48 

5.6.2. Pembahasan Uji Analisis Jalur Model 2 ……….…............................................... 50 

BAB VI KESIMPULAN DAN REKOMENDASI MANAJERIAL ………...…....... 52 

6.1. Kesimpulan …………………………….................................................................. 52 

6.2. Rekomendasi Manajerial  ……................................................................................ 52 

DAFTAR PUSTAKA …………………………………….………...……………....... 54 

LAMPIRAN ……..………….…………………………….………...……………....... 59 

 

 

 

 

 

 

 

 

 

 

 

 



x 
 

DAFTAR TABEL 

 

 

 

Tabel 1.1. Testimoni Beberapa Waroeng Kopi Klotok Pakem ............................... 3 

 

Tabel 3.1. Penelitian Terdahulu ............................................................................ 16 

 

Tabel 4.1. Operasional Variabel ............................................................................ 23 

 

Tabel 4.2. Skala Likert .......................................................................................... 27 

 

Tabel 4.3. Matrik Korelasi Dimensi Antar Variabel .............................................. 30 

 

Tabel 5.1. Distribusi Karakteristik Reponden........................................................ 35 

 

Tabel 5.2. Hasil Pengujian Uji Validitas ............................................................... 37 

 

Tabel 5.3. Hasil Uji Reliabilitas ………................................................................ 38 

 

Tabel 5.4. Koefisien Korelasi Antar Variabel ....................................................... 42 

 

Tabel 5.5. Matrik Korelasi Dimensi Antar Variabel ………….............................. 43 

 

Tabel 5.6. Uji t, Uji F dan Koefisien Determinasi Jalur Model 1 ………….......... 44 

 

Tabel 5.7. Uji t, Uji F dan Koefisien Determinasi Jalur Model 2 ………….......... 45 

 

Tabel 5.8. Pengaruh Langsung, Tidak Langsung, dan Pengaruh Total ……......... 47 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xi 
 

DAFTAR GAMBAR 

 

 

 

Gambar 2.1. Waroeng Kopi Klotok Pakem ............................................................ 7 

 

Gambar 2.2. Makanan dan Minuman Waroeng Kopi Klotok ................................. 8 

 

Gambar 2.3. Menu Prasmanan ................................................................................ 9 

 

Gambar 2.4. Daftar Menu dan Harga Waroeng Kopi Klotok ................................. 9 

 

Gambar 3.1. Kerangka Pemikiran ......................................................................... 21 

 

Gambar 5.1. Hasil Pengujian Normalitas Model 1 ................................................ 39  

 

Gambar 5.2. Hasil Pengujian Normalitas Model 2 ................................................ 39 

 

Gambar 5.3. Scatterplot Uji Heterokedastisitas Model 1 ...................................... 40 

 

Gambar 5.4. Scatterplot Uji Heterokedastisitas Model 2 ...................................... 41 

 

Gambar 5.5. Kausal Empiris Antar Jalur Model 1 dan Model 2 ........................... 48 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xii 
 

DAFTAR LAMPIRAN 

 

 

 

Lampiran 1. Lembar Kuesioner............................................................................. 59 

 

Lampiran 2. Data  Hasil Pengumpulan Kuesioner.................................................. 62 

 

Lampiran 3. Analisis Karakteristik Data Responden............................................. 66 

 

Lampiran 4. Hasil Uji Instrumen ........................................................................... 68 

 

Lampiran 5. Hasil Uji Asumsi Klasik..................................................................... 72 

 

Lampiran 6. Hasil Uji Hipotesis............................................................................. 75 

 

 


