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ABSTRAK 
 

Usaha kecil menengah (UKM) adalah salah satu motor 
penggerak perekonomian di negara kita. Usaha kecil, dan 
menengah (UKM) merupakan “tulang punggung” 
perekonomian di Indonesia. Bisnis kuliner adalah jenis usaha 
yang menguntungkan, alasannya karena makanan adalah 
kebutuhan pokok manusia yang tidak bisa lepas dari kehidupan 
manusia. Bisnis kuliner ini pun punya banyak kategori, mulai 
dari makanan ringan (camilan), minuman, hingga makanan 
pokok.  

Tujuan dalam penelitian ini adalah untuk mengkaji dan 
menganalisis Pengaruh food quality dan service quality 
terhadap customer behavioral intention melalui customer 
satisfaction dan image pada usaha kecil menengah kuliner di 
Tulungagung. 

Alat yang digunakan untuk pengumpulan data adalah 
menggunakan metode survei yang dilakukan dengan 
menyebarkan kuesioner. Peneliti akan membagikan kuesioner 
secara langsung kepada konsumen usaha kecil menengah 
kuliner di Tulungagung sebanyak 125 responden yang disusun 
berdasarkan variabel yang telah ditentukan. Teknik analisis 
data yang digunakan dalam penelitian ini adalah SEM. 

Hasil penelitian menunjukkan bahwa food quality, 
service quality berpengaruh positif dan signifikan terhadap 
image, image berpengaruh positif dan signifikan terhadap 
customer satisfaction, customer satisfaction berpengaruh 
positif dan signifikan signifikan terhadap customer behavioral 
intention. food quality berpengaruh positif namun tidak 
signifikan terhadap customer behavioral intention. service 
quality berpengaruh positifdan signifikan terhadap customer 
behavioral intention. 

 
Kata Kunci: food quality, service quality, customer behavioral 

intention, customer satisfaction, image. 
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ABSTRACT 
 
Small and medium enterprises (SMEs) is one of the motor 

of the economy in our country. Small and medium enterprises 
(SMEs) are the "backbone" of the economy in Indonesia. The 
culinary business is a profitable type of business, the reason 
being that food is a basic human need that can’t be separated 
from human life. This culinary business also has many 
categories, ranging from snacks (snacks), drinks, to staple 
foods. 

The purpose of this research is to study and analyze the 
influence of food quality and service quality to customer 
behavioral intention through customer satisfaction and image 
on small-scale culinary business in Tulungagung. 

The tool used for data collection is using survey methods 
conducted by distributing questionnaires. Researchers will 
distribute questionnaires directly to consumers of small-scale 
culinary business in Tulungagung as many as 125 respondents 
are prepared based on predetermined variables. Data analysis 
technique used in this research is SEM. 

The result of the research shows that food quality, 
service quality have positive and significant effect to image, 
image have positive and significant effect to customer 
satisfaction, customer satisfaction have positive effect and 
significant to customer behavioral intention. food quality has 
positive but not significant effect on customer behavioral 
intention. service quality has a positive and significant impact 
on customer behavioral intention. 

 
Keyword: food quality, service quality, customer behavioral 

intention, customer satisfaction, image. 
 


