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ABSTRAK

Di era globalisasi ini, banyak pebisnis mendirikan restoran maupun kafe baru,
sehingga bisnis kuliner berkembang sangat pesat. Bisnis kuliner di kota Surabaya,
mengalami peningkatan setiap tahunnya. Permintaan masyarakat terhadap kuliner
selalu ada, hal ini disebabkan karena setiap orang membutuhkan makanan, faktor
itulah yang mendorong munculnya pebisnis kuliner. Untuk mempertahankan pangsa
pasar dari para pesaingnya, maka para pebisnis di bidang usaha restoran dan kafe
harus dapat memuaskan pelanggan dengan cara memberikan kualitas layanan dan
nilai terhadap produk.

Oleh karena itu penelitian ini dibuat dengan tujuan apakah service quality dan
perceived value dapat mempengaruhi customer behavioral intentions, baik secara
langsung maupun melalui customer satisfaction. Objek dari penelitian ini adalah
pelanggan Carnivor Steak and Grill Surabaya. Ukuran sampel dalam penelitian ini
adalah 150 orang dengan metode purposive sampling. Data yang digunakan adalah
data primer yang diperoleh dengan menyebarkan kuesioner kepada pelanggan
Carnivor Steak and Grill di Surabaya. Teknik analisis data yang digunakan adalah
menggunakan SEM dengan software LISREL.

Hasil penelitian menunjukkan bahwa service quality tidak berpengaruh, baik
secara langsung maupun tidak langsung. Perceived value berpengaruh secara
langsung terhadap customer satisfaction yang berarti restaurant telah memberikan
nilai yang baik sesuai dengan yang dibayar oleh pelanggan.

Kata kunci: service quality, perceived value, customer satisfaction, customer
behavioral intentions
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THE EFFECT OF SERVICE QUALITY AND PERCEIVED VALUE ON
CUSTOMER BEHAVIORAL INTENTIONS THROUGH CUSTOMER
SATISFACTION ON CARNIVOR STEAK AND GRILL AT SURABAYA

ABSTRACT

In this globalization era, many business people have established new
restaurants and cafes, so that the culinary business is growing very rapidly. Culinary
business in the city of Surabaya, has increased every year. Public demand for culinary
is always there, this is because everyone needs food, that is the factor that drives the
emergence of culinary businesses. To maintain market share from its competitors,
business people in the restaurant and cafe businesses must be able to satisfy
customers by providing quality service and value to the product.

Therefore this study was made with the aim of whether service quality and
perceived value can affect customer behavioral intentions, both directly and through
customer satisfaction. The object of this research is the customers of Carnivor Steak
and Grill Surabaya. The measure of this research samples is 150 person collect using
purposive sampling method . The data used are primary data obtained by distributing
questionnaires to Carnivor Steak and Grill customers in Surabaya. This research used
SEM analysis using LISREL software.

This research proved that service quality had no effect either directly or
indirectly. Perceived value has a direct effect on customer satisfaction, which means
the restaurant has provided a good value that corresponds to what was paid by the
customer.

Keyword: service quality, perceived value, customer satisfaction, customer
behavioral intentions
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