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ABSTRAK 

 

Setiap restoran harus menemukan cara agar dapat menarik pelanggan baru dan 

mempertahankan pelanggan lama serta menciptakan minat beli ulang kepada 

pelanggan mereka. Untuk menciptakan minat beli ulang pelanggan kepada restoran 

tersebut maka diharapkan dengan adanya servicescape restoran, kualitas layanan, dan 

kepuasan pelanggan. Servicescape restoran dan kualitas layanan yang menarik 

diharapkan dapat mampu membuat pelanggan merasa puas dan menciptakan minat 

beli ulang. Dalam penelitian ini juga menguji pengaruh servicescape restoran dan 

kualitas layanan terhadap minat beli ulang melalui kepuasan pelanggan pada Restoran 

The Tavern, Restoran Bowery, dan Restoran A to Z di Semarang.  Responden dalam 

penelitian ini masing – masing berjumlah 35 responden dari Restoran The Tavern, 

Restoran Bowery, dan Restoran A to Z dengan total secara keseluruhan berjumlah 105 

responden. Teknik analisis yang digunakan adalah analisis data kuantitatif dengan 

menyebarkan kuesioner melalui google form. 

Dalam hasil penelitian menunjukan bahwa servicescape restoran memiliki 

pengaruh positif dan signifikan terhadap kepuasan pelanggan serta kualitas layanan 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Pada variabel 

kepuasan pelanggan juga berpengaruh positif dan signifikan terhadap minat beli ulang. 

Variabel servicescape restoran juga berpengaruh positif dan signifikan terhadap minat 

beli ulang serta kualitas layanan berpengaruh positif dan signifikan terhadap minat beli 

ulang. Penelitian ini juga menggunakan variabel kepuasan pelanggan sebagai variabel  

mediasi antara servicescape restoran terhadap minat beli ulang serta kualitas layanan 

terhadap minat beli ulang. Hasil penelitian ini juga menunjukan bahwa variabel 

kepuasan pelanggan dapat menjadi variabel mediasi antara servicescape restoran 

terhadap minat beli ulang maupun kualitas layanan terhadap minat beli ulang.  

 

 

 

 

 

 

 

Kata kunci :   servicescape restoran, kualitas layanan, kepuasan pelanggan, dan minat 
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ABSTRACT 

 

Every restaurant has to find a way to attract new customers and retain existing 

ones and create repurchase intention in their customers. To create customer 

repurchase intention to the restaurant, it is expected that there will be a restaurant 

servicescape, service quality, and customer satisfaction. The restaurant servicescape 

and service quality are expected to be able to make customers feel satisfied and create 

repurchase interest. This study also examines the effect restaurant servicescape and 

service quality on repurchase intention through customer satisfaction at The Tavern 

Restaurant, Bowery Restaurant, and A to Z Restaurant in Semarang. Respondents in 

this study each amounted to 35 respondents from The Tavern Restaurant, Bowery 

Restaurant, and A to Z Restaurant with a total of 105 respondents. The analytical 

technique used is quantitative data analysis by distributing questionnaires through 

google form. 

The results show that the restaurant servicescape had a positive and significant 

effect on customer satisfaction and service quality had a positive and significant effect 

on customer satisfaction. The customer satisfaction variable also has a positive and 

significant effect on repurchase intention. The restaurant servicescape variable also 

has a positive and significant effect on repurchase intention and service quality has a 

positive and significant effect on repurchase intention. This study also uses the 

customer satisfaction variable as a mediating variable between the restaurant 

servicescape and service quality on repurchase intention. The results of this study also 

show that the customer satisfaction variable can be a mediating variable between the 

servicescape restaurant on repurchase intention and service quality on repurchase 

intention. 
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repurchase intention. 
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