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PENGARUH PHYSICAL QUALITY, STAFF BEHAVIOR, IDEAL 

SELF-CONGRUENCE, BRAND IDENTIFICATION, DAN 

LIFESTYLE-CONGRUENCE TERHADAP CUSTOMER 

SATISFACTION DAN BRAND LOYALTY PADA STARBUCKS 

COFFEE DI SURABAYA 

 

ABSTRAK 

 Seiring berkembangnya jaman yang semakin pesat, coffee shop di 

Indonesia mengalami banyak perubahan khususnya perubahan konsep 

sehingga marak bermunculan coffee shop bernuansa modern yang 

disesuaikan dengan gaya hidup konsumen saat ini. Dengan adanya gaya 

hidup baru ini, membawa industri coffee shop kedalam suatu tingkat 

persaingan baru dimana yang terbaiklah yang dapat bertahan.  

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh 

physical quality, staff behavior, ideal self-congruence, brand identification, 

lifestyle-congruence terhadap customer satisfaction dan brand loyalty. Data 

dikumpulkan dari 150 konsumen yang rutin mengunjungi Starbucks Coffee 

di Surabaya. Teknik analisis yang digunakan dalam penelitian ini adalah 

Structural Equation Modelling (SEM). 

Hasil penelitian ini menunjukkan bahwa physical quality, staff 

behavior, ideal self-congruence, brand identification, lifestyle-congruence 

memiliki pengaruh yang signifikan terhadap customer satisfaction dan 

brand loyalty. 

  

Kata Kunci: Physical Quality, Staff Behavior, Ideal Self-Congruence, 

Brand Identification, Lifestyle-Congruence, Customer 

Satisfaction, Brand Loyalty. 
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THE IMPACT OF PHYSICAL QUALITY, STAFF BEHAVIOR, IDEAL 

SELF-CONGRUENCE, BRAND IDENTIFICATION, AND 

LIFESTYLE-CONGRUENCE ON CUSTOMER SATISFACTION AND 

BRAND LOYALTY AT STARBUCKS COFFEE IN SURABAYA 

 

ABSTRACT 

 Along with the rapid era developing, coffee shops in Indonesia 

experienced many changes especially in their concepts with the result that 

many modern-nuanced coffee shops rise adapted to the new lifestyle. With 

this new lifestyle, coffee shops’ industry was taken to a level of competition 

where only the best coffee shops can survive. 

 The purpose of this research is to analyze the impact of physical 

quality, staff behavior, ideal self-congruence, brand identification, lifestyle-

congruence on customer satisfaction and brand loyalty. Data were obtained 

from 150 consumers who visit Starbucks Coffee in Surabaya routinely. 

Analyzing technique used in this research is Structural Equation Modelling 

(SEM). 

The result of this research showed that physical quality, staff 

behavior, ideal self-congruence, brand identification, lifestyle-congruence 

have significant impact on customer satisfaction and brand loyalty. 

 

Keywords: Physical Quality, Staff Behavior, Ideal Self-Congruence, 

Brand Identification, Lifestyle-Congruence, Customer 

Satisfaction, Brand Loyalty. 

 

 

 


