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ABSTRAK

GABRIELLA RIDWAN

PENGARUH PHYSICAL ENVIRONMENT, SERVICE QUALITY, DAN
TRUST TERHADAP CUSTOMER SATISFACTION STARBUCKS
COFFEE DI JAKARTA

xii +77 Halaman, 2019, tabel 19, gambar 10, lampiran 4

PEMASARAN

Abstrak: Tujuan dari penelitian ini adalah untuk mengetahui pengaruh
physical environment, service quality, dan trust terhadap customer
satisfaction Starbucks Coffee di Jakarta. Data yang digunakan dalam
penelitian ini sebanyak 105 sampel dari konsumen Starbucks Coffee di
Jakarta. Sampel diambil menggunakan teknik Simple Random Sampling
dengan metode kuesioner dan teknik analisis data yang menggunakan
pendekatan kuantitatif. Hasil penelitian menunjukkan bahwa physical
environment, service quality, dan trust dapat mempengaruhi customer
satisfaction secara positif.
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MARKETING

The purpose of this study was to determine the effect of physical
environment, service quality, and trust toward customer satisfaction
Starbucks Coffee in Jakarta. The sample that used in this study was 105
samples from consumen of Starbucks Coffee in Jakarta. The sampling
technique uses Simple Rancom Sampling, the method of data collection in
this study uses questionnaires and data analysis using quantitative
approach. The result showed that physical environment, service quality,
and trust had an influence on customer satisfaction positively.
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