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MOTTO 

Allah memang tidak menjanjikan hidupmu akan selalu mudah, tapi dua kali Allah 

berjanji bahwa: “Fa inna ma’al - ‘usri Yusra, Inna ma’al - ‘usri Yusra” 

“Setiap kesulitan pasti ada kemudahan” 

(QS. Al-Insyirah 94:5-6) 

“Pada Akhirnya, Ini Semua Hanyalah Permulaan” 

(Nadin Amizah - Beranjak Dewasa) 
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ABSTRAK 

Persaingan industri Food and Beverage (F&B), khususnya coffee shop, semakin 

meningkat sehingga loyalitas pelanggan menjadi aspek penting bagi 

keberlangsungan usaha. Kayangan Cafe & Space Ngawi memiliki keunggulan 

berupa konsep alam, suasana yang nyaman, serta fasilitas yang beragam, namun 

masih menghadapi tantangan dalam mempertahankan loyalitas pelanggan. 

Penelitian ini bertujuan menganalisis pengaruh Store Atmosphere, Customer 

Relationship Management, dan Service Quality terhadap loyalitas pelanggan. 

Penelitian ini menggunakan pendekatan kuantitatif dengan jenis penelitian asosiatif 

kausal. Populasi penelitian adalah pelanggan Kayangan Cafe & Space Ngawi 

dengan jumlah yang tidak diketahui secara pasti. Sampel sebanyak 385 responden 

ditentukan menggunakan rumus Lemeshow dan dipilih melalui purposive 

sampling. Data dikumpulkan menggunakan kuesioner berskala Likert dan 

dianalisis dengan regresi linear berganda, uji t, uji F, serta koefisien determinasi 

menggunakan SPSS 27. Hasil penelitian menunjukkan bahwa Store Atmosphere 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan dengan nilai t 

hitung 5,630. Customer Relationship Management juga berpengaruh positif dan 

signifikan dengan t hitung 6,899 serta menjadi variabel paling dominan. Service 

Quality berpengaruh positif dan signifikan dengan t hitung 5,615. Secara simultan, 

ketiga variabel berpengaruh signifikan terhadap loyalitas pelanggan dengan F 

hitung 246,393. Nilai Adjusted R Square sebesar 0,657 menunjukkan bahwa 65,7% 

variasi loyalitas pelanggan dapat dijelaskan oleh ketiga variabel tersebut. Store 

Atmosphere, Customer Relationship Management, dan Service Quality 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan, baik secara parsial 

maupun simultan. Customer Relationship Management menjadi faktor yang paling 

dominan dalam meningkatkan loyalitas pelanggan Kayangan Cafe & Space Ngawi. 

Kata Kunci: Store Atmosphere, Customer Relationship Management, Service 

Quality, Loyalitas Pelanggan, Food and Beverage  



xix 

 

ABSTRACT 

 

Competition in the Food and Beverage (F&B) industry, particularly among coffee 

shops, is intensifying, making customer loyalty a crucial aspect of business 

sustainability. While Kayangan Cafe & Space Ngawi boasts advantages such as a 

nature-inspired concept, a comfortable atmosphere, and diverse facilities, it still 

faces challenges in maintaining customer loyalty. This study aims to analyze the 

impact of Store Atmosphere, Customer Relationship Management, and Service 

Quality on customer loyalty. A quantitative approach with a causal-associative 

design was employed. The study population consisted of customers of Kayangan 

Cafe & Space Ngawi, with the exact total size unknown. A sample of 385 

respondents was determined using the Lemeshow formula and selected via 

purposive sampling. Data were collected using Likert-scale questionnaires and 

analyzed through multiple linear regression, t-tests, F-tests, and the coefficient of 

determination using SPSS 27. The results indicate that Store Atmosphere has a 

positive and significant effect on customer loyalty, with a calculated t-value of 

5.630. Customer Relationship Management also exerts a positive and significant 

influence, with a calculated t-value of 6.899, emerging as the most dominant 

variable. Service Quality has a positive and significant effect, with a calculated t-

value of 5.615. Simultaneously, the three variables significantly influence customer 

loyalty, with a calculated F-value of 246.393. The Adjusted RSquare value of 0.657 

indicates that these three variables can explain 65.7% of the variation in customer 

loyalty. Store Atmosphere, Customer Relationship Management, and Service 

Quality all positively and significantly affect customer loyalty, both individually 

and simultaneously. Customer Relationship Management is the most dominant 

factor in enhancing customer loyalty at Kayangan Cafe & Space Ngawi.  

Keywords: Store Atmosphere; Customer Relationship Management; Service 

Quality; Customer Loyalty; Food and Beverage Industry.


