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PENGARUH CUSTOMER RELATIONS BARISTA STARBUCKS
COFFEE TERHADAP KEPUASAN PELANGGAN

CYNTHIA MOSES

Abstrak

Penelitian ini berawal dari Barista Starbucks Coffee yang melakukan
pelayanan terhadap konsumen salah satu cara yaitu mendekatkan diri untuk
menumbuhkan kepuasan pelanggan. Customer relations merupakan suatu hal
yang wajib diperhatikan oleh pihak perusahaan agar mampu memberikan mutu
pelayanan yang maksimal dan menimbulkan kepuasan kepada pelanggan.Tujuan
penelitian ini dilakukan untuk mengukur besarnya pengaruh customer relations
Barista Starbucks Coffee terhadap kepuasan pelanggan. Teori yang digunakan
dalam penelitian ini adalah teori Stimulus-Organisme-Respons (S-O-R).
Pengumpulan data yang digunakan menggunakan metode survei, dengan
instrumen pengumpul data berupa kuesioner. Penarikan sampel menggunakan
teknik Non Probability Sampling dan diukur dengan rumus Slovin menghasilkan
sampel 79 responden. Hasil dari penelitian ini didapatkan t hitung (19,953) > t
tabel (1,664) maka dapat diketahui Ho ditolak dan Ha diterima. Dapat
disimpulkan terdapat pengaruh yang signifikan antara customer relations barista
Starbucks Coffee terhadap kepuasan pelanggan (Kasus pada Starbucks Coffee
Pondok Indah Mall 2) sedangkan hasil koefisien regresi 0,505 sehingga dapat
disimpulkan setiap penambahan satu kali untuk kualitas pelayanan maka kepuasan
pelanggan meningkat sebesar 0,505. Sehingga dapat dikatakan semakin tinggi
kualitas pelayanan barista Starbucks Coffee maka dapat meningkatkan kepuasan
pelanggan.

Kata Kunci : Customer Relations, Barista, Kepuasan Pelanggan, Starbucks
Coffee



PENGARUH CUSTOMER RELATIONS BARISTA STARBUCKS
COFFEE TERHADAP KEPUASAN PELANGGAN

THE IMPACT OF STARBUCKS COFFEE BARISTA’S
CUSTOMER RELATIONS TOWARDS CUSTOMER
SATISFACTIONS

CYNTHIA MOSES

Abstract

This research started from Barista starbucks coffee that did consumer services
with one of the way is closer to growing customer satisfaction. Customer relations
Is @ matter that must be payed by the company in order to be able to deliver the
quality of service and raises customer satisfaction towards the customer. The
purpose of this research was conducted to gauge the magnitude of the influence of
the barista starbucks coffee customer relations towards customer satisfaction. A
theory that used in this research is stimulus-organisme-respons theory (SOR) .The
data collection method used was a survey, with data collection instruments in the
form of a detailed questionnaire. Withdrawal of samples using a non probability
sampling techniques and is measured by the sample Slovin formula 79
respondents. The results of this research obtained t count (19.953) > t table
(1.664) then it can be known Ho denied and Ha is received. It can be concluded
there was significant influence between the Customer relation barista Starbucks
Coffee against customer satisfaction (the case against PIM 2) whereas the results
of the regression coefficients 0.505 so that it can be concluded at any one time for
quality of service then the customer satisfaction increased 0.505. So it can be said
the higher service quality barista Starbucks Coffee then can increase customer
satisfaction.

Keywords: Customer relations, customer satisfaction, Barista, Starbucks Coffee
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