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  ABSTRAK 

 

Arum Dwi Mida Rahayu, 1920420320021, 2023. Pengaruh Desain Tata Letak 

Fasilitas dan Peubah Insani terhadap Keputusan Pembelian dan Kepuasan 

Pelanggan di Masa Pandemi Covid-19 (Studi pada Bisnis Kuliner di Kota 

Banjarmasin dan Kota Banjarbaru. Tesis Magister Administras Bisnis. Program 

Pascasarjana Universitas Lambung Mangkurat. Pembimbing: Suyatno 

Bisnis kuliner merupakan bisnis yang marak ditawarkan. Fenomena 

perubahan gaya hidup, selera dan konsumsi masyarakat membuat pengusaha 

kuliner memerlukan ide-ide baru yang lebih modern agar lebih disukai. Salah satu 

faktor yang perlu diperhatikan oleh pengusaha kuliner guna merespon fenomena ini 

adalah Store Atmosphere. Banyak hal yang menjadi pertimbangan konsumen dalam 

memilih rumah makan dan minuman dimasa pandemik Covid-19. Setiap pelanggan 

memiliki harapan yang berbeda sebelum dan saat pandemik Covi-d19. Harapan 

harus bisa dirangsang sehingga munculnya tekanan untuk mewujudkannya berupa 

tindakan pembelian. Salah satu faktor yang menjadi stimulus adalah Store 

Atmosphere yang mana dimensinya yakni desain tata letak fasilitas dan peubah 

insani (variabel manusia) lebih banyak diatur yang tertuang dalam Panduan 

Pelaksanaan Cleanliness, Health, Safety and Environmental Sustainability (CHSE) 

yang merupakan kebijakan Kementerian Pariwisata dan Ekonomi Kreatif sebagai 

panduan bagi para pengusaha dan/atau pengelola, karyawan dan tamu 

restoran/rumah makan dalam adaptasi kebiasaan baru, dan yang selanjutnya disebut 

Panduan Pelaksanaan Kebersihan, Kesehatan, Keselamatan, dan Kelestarian 

Lingkungan di Restoran/Rumah Makan merupakan panduan operasional dari 

Keputusan Menteri Kesehatan Nomor HK.01.07/Menkes/382/2020 tentang 

Protokol Kesehatan bagi Masyarakat di Tempat dan Fasilitas Umum dalam Rangka 

Pencegahan dan Pengendalian Corona Virus Disease 2019 (Covid-19). 

Penelitian ini bertujuan untuk menganalisis pengaruh langsung dan pengaruh 

tidak langsung desain tata letak fasilitas dan peubah insani terhadap keputusan 

pembelian dan kepuasan pelanggan Bisnis Kuliner di Kota Banjarmasin dan Kota 

Banjarbaru di masa Pandemi Covid-19. 

Penelitian ini merupakan penelitian eksplanatori dengan pendekatan 

kuantitatif deskriptif asosiatif. Populasi penelitian ini adalah seluruh konsumen 

bisnis kuliner rumah makan dan minuman di Kota Banjarmasin dan Kota 

Banjarbaru. Sampel sebanyak 115 sampel dengan teknik pengambilan sampel 

kemudahan berkuota (Convinience Sampling). Data dikumpulkan melalui 

kuesioner kemudian dianalisis melalui analisis jalur dengan bantuan SPSS 26. 

Hasil penelitian menunjukkan bahwa: 1) secara langsung desain tata letak 

fasilitas berpengaruh signifikan terhadap keputusan pembelian. 2) secara langsung 

peubah insani berpengaruh signifikan terhadap keputusan pembelian, 3) secara 

langsung desain tata letak fasilitas berpengaruh signifikan terhadap kepuasan 

pelanggan, 4) secara langsung peubah insani berpengaruh tidak signifikan terhadap 
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kepuasan pelanggan, 5) secara langsung keputusan pembelian berpengaruh 

signifikan terhadap kepuasan pelanggan, 6) keputusan pembelian memediasi 

pengaruh desain tata letak fasilitas terhadap kepusan pelanggan pada rumah makan 

dan minuman di Kota Banjarmasin dan Kota Banjarbaru dalam masa pandemi 

covid-19, dan 7) keputusan pembelian memediasi pengaruh peubah insani terhadap 

kepusan pelanggan pada rumah makan dan minuman di Kota Banjarmasin, dan 

Kota Banjarbaru  dalam masa pandemi covid-19. 

Kata Kunci: Desain tata letak fasilitas, peubah insani, keputusan pembelian, 

kepuasan pelanggan  
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ABSTRACT 

 

Arum Dwi Mida Rahayu, 1920420320021, 2023. The Influence of Facility Layout 

Design and Human Variables on Purchase Decisions and Customer Satisfaction 

During the Covid-19 Pandemic (Study on Culinary Business in Banjarmasin City 

and Banjarbaru City. Master's Thesis on Business Administration. Postgraduate 

Program at Lambung Mangkurat University Advisor : Suyatno. 

The culinary business is a business that is widely offered. The phenomenon 

of changes in people's lifestyles, tastes and consumption makes culinary 

entrepreneurs need new, more modern ideas to be more preferred. One of the 

factors that need to be considered by culinary entrepreneurs to respond to this 

phenomenon is the Store Atmosphere. Many things are considered by consumers in 

choosing restaurants and drinks during the Covid-19 pandemic. Every customer 

has different expectations before and during the Covid-19 pandemic. Expectations 

must be stimulated so that pressure arises to make them happen in the form of 

buying actions. One of the factors that became the stimulus was the Store 

Atmosphere where the dimensions, namely the layout design of facilities and human 

variables (human variables) were more regulated as stated in the Cleanliness, 

Health, Safety and Environmental Sustainability (CHSE) Implementation Guide 

which is a policy of the Ministry of Tourism and the Economy. Creative as a guide 

for entrepreneurs and/or managers, employees and guests of 

restaurants/restaurants in adapting new habits, and hereinafter referred to as 

Guidelines for the Implementation of Hygiene, Health, Safety, and Environmental 

Sustainability in Restaurants/Restaurants is an operational guideline from the 

Decree of the Minister of Health Number HK.01.07/Menkes/382/2020 concerning 

Health Protocols for the Community in Public Places and Facilities in the Context 

of Prevention and Control of Corona Virus Disease 2019 (Covid-19). 

This study aims to analyze the direct and indirect effects of facility layout 

design and human variables on purchasing decisions and customer satisfaction in 

the Culinary Business in Banjarmasin City and Banjarbaru City during the Covid-

19 Pandemic. 

This research is an explanatory research with associative descriptive 

quantitative approach. The population of this research is all consumers of the 

culinary business of restaurants and beverages in the City of Banjarmasin and the 

City of Banjarbaru. A sample of 115 samples with the convenience sampling 

technique of quotas (Convinience Sampling). Data were collected through a 

questionnaire and then analyzed through path analysis with the help of SPSS 26. 

The results showed that: 1) the facility layout design had a significant effect 

on purchasing decisions. 2) direct human variables have a significant effect on 

purchasing decisions, 3) direct facility layout design has a significant effect on 

customer satisfaction, 4) directly human variables have no significant effect on 

customer satisfaction, 5)  direct purchasing decisions have a significant effect on 
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customer satisfaction, 6) purchase decisions mediate the effect of facility layout 

design on customer satisfaction at restaurants and beverages in Banjarmasin City 

and Banjarbaru City during the covid-19 pandemic, and 7) purchase decisions 

mediate the influence of human variables on customer satisfaction at restaurants 

and beverages in Banjarmasin City , and the City of Banjarbaru during the COVID-

19 pandemic. 

Keywords: Facility layout design, human variables, purchasing decisions, 

customer satisfaction 
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