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ABSTRAK 

 

Tiara Amanda Arivianti, Analisis Pengaruh Kualitas Pelayanan Terhadap 

Kepuasan Konsumen Pada Mixue Ice Cream and Tea Cabang MT. Haryono 

Balikpapan, Tata Boga 

 

Kepuasan konsumen merupakan faktor yang sangat penting bagi keberlangsungan 

suatu usaha. Salah satu faktor yang dapat mempengaruhi kepuasan konsumen 

adalah kualitas pelayanan. Penelitian ini bertujuan untuk: 1) mengetahui kualitas 

pelayanan dari Mixue Ice Cream and Tea Cabang MT. Haryono Balikpapan, 2) 

mengidentifikasi tingkat kepuasan konsumen terhadap kualitas pelayanan pada 

Mixue Ice Cream and Tea Cabang MT. Haryono Balikpapan, dan 3) menjelaskan 

pengaruh kualitas pelayanan terhadap kepuasan konsumen pada Mixue Ice Cream 

and Tea Cabang MT. Haryono Balikpapan. Penelitian ini merupakan penelitian 

kuantitatif dengan metode survei. Data penelitian dikumpulkan melalui kuesioner 

yang disebarkan kepada 135 responden. Hasil penelitian menunjukkan bahwa: 1) 

kualitas pelayanan yang diberikan oleh Mixue Ice Cream and Tea Cabang MT. 

Haryono Balikpapan dipersepsikan baik oleh sebagian besar konsumen, 2) 

konsumen merasa puas dengan pelayanan yang diberikan oleh Mixue Ice Cream 

and Tea Cabang MT. Haryono Balikpapan, dan 3) kualitas pelayanan berpengaruh 

secara signifikan terhadap kepuasan konsumen pada Mixue Ice Cream and Tea 

Cabang MT. Haryono Balikpapan sebesar 66,6%. 

 

Kata kunci: Kualitas Pelayanan, Kepuasan Konsumen, Mixue Ice Cream and 

Tea Cabang MT. Haryono Balikpapan 
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ABSTRACT 

 

Tiara Amanda Arivianti, Analysis of the Influence of Service Quality on 

Customer Satisfaction at Mixue Ice Cream and Tea MT. Haryono Branch 

Balikpapan, Culinary Arts 

 

Customer satisfaction is a very important factor for the sustainability of a 

business. One of the factors that can influence customer satisfaction is the quality 

of service. This research aimed to: 1) assess the service quality of Mixue Ice 

Cream and Tea MT. Haryono Branch Balikpapan, 2) identify the level of 

customer satisfaction regarding the service quality at Mixue Ice Cream and Tea 

MT. Haryono Branch Balikpapan, and 3) eludicate the impact of service quality 

on customer satisfaction at Mixue Ice Cream and Tea MT. Haryono Branch 

Balikpapan. This research is a quantitative research that utilized a survey 

method. Data were collected through questionnaires distributed to 135 

respondents. The research findings indicated that: 1) the service quality provided 

by Mixue Ice Cream and Tea MT. Haryono Branch Balikpapan was perceived 

positively by the majority of customers, 2) customers were satisfied with the 

service provided by Mixue Ice Cream and Tea MT. Haryono Branch Balikpapan, 

and 3) service quality significantly influenced customer satisfaction at Mixue Ice 

Cream and Tea MT. Haryono Branch Balikpapan, with an impact rate of 66,6%.  

 

Key words: Service Quality, Customer Satisfaction, Mixue Ice Cream and Tea 

MT. Haryono Branch Balikpapan 

 

  


