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ABSTRAK 

 

Muhammad Andri Baskara. 2023. “Pengaruh Word Of Mouth dan Store 
Atmosphere Terhadap Loyalitas Pelanggan Dengan Kepuasan 
Pelanggan Sebagai Variabel Intervening (Studi Pada Konsumen Timeless 
Coffee Bar). Skripsi Program Studi Manajemen Fakultas Ekonomi Dan 
Bisnis Universitas Muhammadiyah Metro. Pembimbing (I) Suwarto, S.E., 
M.M. Pembimbing (II) Fitriani, S.E., M.M. 

 
Penelitian ini bertujuan untuk mengetahui apakah word of mouth 

berpengaruh terhadap kepuasan pelanggan. Untuk mengetahui apakah store 
atmosphere berpengaruh terhadap kepuasan pelanggan. Untuk mengetahui 
apakah word of mouth berpengaruh terhadap loyalitas pelanggan. Untuk 
mengetahui apakah store atmosphere berpengaruh terhadap loyalitas 
pelanggan. Untuk mengetahui apakah kepuasan pelanggan berpengaruh 
terhadap loyalitas pelanggan. Untuk mengetahui apakah word of mouth 
berpengaruh terhadap loyalitas pelanggan melalui kepuasan pelanggan. Untuk 
mengetahui apakah store atmosphere berpengaruh terhadap loyalitas pelanggan 
melalui kepuasan pelanggan. Sampel penelitian ini adalah konsumen Timeless 
Coffee Bar sebanyak 97 orang. Teknik pengumpulan data menggunakan 
kuesioner, dan analisis data menggunakan Uji Validitas, Uji Reliabilitas, Uji 
Normalitas, Uji Linearitas, Uji Homogenitas, dan Analisis Jalur. Menggunakan 
program pengolah data SPSS. Hasil penelitian menunjukkan bahwa word of 
mouth berpengaruh langsung terhadap kepuasan pelanggan, store atmosphere 
berpengaruh langsung tehadap kepuasan pelanggan, word of mouth 
berpengaruh langsung terhadap loyalitas pelanggan, store atmosphere 
berpengaruh langsung terhadap loyalitas pelanggan, kepuasan pelangagn 
berpengaruh langsung terhadap loyalitas pelanggan, word of mouth berpengaruh 
tidak langsung terhadap loyalitas pelanggan melalui kepuasan pelanggan, store 
atmosphere berpengaruh tidak langsung terhadap loyalitas pelanggan melalui 
kepuasan pelanggan 

 
Kata Kunci: word of mouth, store atmosphere, kepuasan pelanggan, loyalitas 

pelanggan 
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ABSTRACT 

 

Muhammad Andri Baskara. 2023. “The Effect of Word Of Mouth and Store 
Atmosphere on Customer Loyalty with Customer Satisfaction as an 
Intervening Variable (Study on consumers of Timeless Coffee Bar) 
Undergraduate thesis for the management study program, Faculty of 
Economics and Business, Muhammadiyah University of Metro. Advisors 
(I) Suwarto, S.E., M.M. Advisor (II) Fitriani, S.E., M.M.  

 
This research aims to find out whether word of mouth has an effect on 

customer satisfaction. To find out whether store atmosphere has an effect on 
customer satisfaction. To find out whether word of mouth has an effect on 
customer loyalty. To find out whether store atmosphere has an effect on 
customer loyalty. To find out whether customer satisfaction has an effect on 
customer loyalty. To find out whether word of mouth has an effect on customer 
loyalty through customer satisfaction. To find out whether store atmosphere has 
an effect on customer loyalty through customer satisfaction. The sample for this 
research was 97 Timeless Coffee Bar consumers. Data collection techniques use 
questionnaires, and data analysis uses Validity Test, Reliability Test, Normality 
Test, Linearity Test, Homogeneity Test, and Path Analysis. Using SPSS data 
processing program. The research results show that word of mouth has a direct 
effect on customer satisfaction, store atmosphere has a direct effect on customer 
satisfaction, word of mouth has a direct effect on customer loyalty, store 
atmosphere has a direct effect on customer loyalty, customer satisfaction has a 
direct effect on customer loyalty, word of mouth has an indirect effect on 
customer loyalty through customer satisfaction, store atmosphere has an indirect 
effect on customer loyalty through customer satisfaction. 

 
Keywords: word of mouth, store atmosphere, customer satisfaction, customer 
loyalty  
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MOTTO 

 

“Vi Veri Vniversum Vivus Vici” 

(V) 

 

"Hidup ini bagai skripsi, banyak bab dan revisi yang harus dilewati. Tapi akan 

selalu berakhir indah, bagi yang pantang menyerah." 

 (Alit Susanto) 

 

“Karyamu akan menempati bagian tersendiri dalam hidupmu” 
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