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ABSTRACT 

GUSTI MUHAMMAD MAULANA ALAMSYAH (2026). The Role of Service 

Quality, Restaurant Atmosphere, Menu Variety, and Hedonic Value on Customer 

Satisfaction at Bistro Restaurants in Banjarmasin. Advisor: Mohammad Yudy 

Rachman 

The increasing competition in the culinary industry requires restaurant businesses 

to understand the factors that influence customer satisfaction. Service quality, 

restaurant atmosphere, menu variety, and hedonic value are considered important 

factors in creating a satisfying dining experience for customers. Therefore, this study 

aims to analyze the effects of service quality, restaurant atmosphere, menu variety, and 

hedonic value on customer satisfaction at bistro restaurants in Banjarmasin. 

This study employed a quantitative research approach using a survey method. The 

population consisted of customers who had visited Intro & Bistro Cafe, Echante Bistro 

& Cafe, Rempah Bistro, and Rustic Bistro in Banjarmasin. A purposive sampling 

technique was applied to obtain 140 respondents. Data were collected through 

questionnaires and analyzed using the Partial Least Squares–Structural Equation 

Modeling (PLS-SEM) method with SmartPLS 4 software. 

The results indicate that service quality, restaurant atmosphere, menu variety, and 

hedonic value have positive and significant effects on customer satisfaction. These 

findings imply that improving service quality, creating a comfortable restaurant 

atmosphere, providing diverse menu options, and enhancing customers' emotional 

dining experiences can increase customer satisfaction. Therefore, bistro managers are 

encouraged to continuously innovate in service delivery, restaurant atmosphere, and 

menu development while maintaining enjoyable dining experiences to strengthen 

customer satisfaction. 

Keywords: Service Quality, Restaurant Atmosphere, Menu Variety, Hedonic Value, 

Customer Satisfaction. 
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ABSTRAK 

GUSTI MUHAMMAD MAULANA ALASMYAH (2026). Peran Kualitas 

Layanan, Suasana Restoran, Variasi Menu, dan Hedonic Value terhadap Kepuasan 

Pelanggan pada Restoran Bistro di Banjarmasin. Pembimbing: Mohammad Yudy 

Rachman  

Persaingan industri kuliner yang semakin ketat menuntut pengelola restoran untuk 

memahami berbagai faktor yang dapat meningkatkan kepuasan pelanggan. Kualitas 

layanan, suasana restoran, variasi menu, dan hedonic value merupakan faktor yang 

berperan penting dalam menciptakan pengalaman bersantap yang memuaskan bagi 

pelanggan. Oleh karena itu, penelitian ini bertujuan untuk menganalisis pengaruh 

kualitas layanan, suasana restoran, variasi menu, dan hedonic value terhadap kepuasan 

pelanggan pada restoran bistro di Banjarmasin. 

Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei. 

Populasi penelitian adalah pelanggan yang pernah berkunjung ke Intro & Bistro Cafe, 

Echante Bistro & Cafe, Rempah Bistro, dan Rustic Bistro di Banjarmasin. Teknik 

pengambilan sampel menggunakan purposive sampling dengan jumlah responden 

sebanyak 140 orang. Pengumpulan data dilakukan melalui penyebaran kuesioner, 

kemudian dianalisis menggunakan metode Partial Least Squares–Structural Equation 

Modeling (PLS-SEM) dengan bantuan perangkat lunak SmartPLS 4. 

Hasil penelitian menunjukkan bahwa kualitas layanan, suasana restoran, variasi 

menu, dan hedonic value berpengaruh positif dan signifikan terhadap kepuasan 

pelanggan. Temuan ini menunjukkan bahwa semakin baik kualitas layanan, semakin 

nyaman suasana restoran, semakin beragam variasi menu, serta semakin tinggi nilai 

hedonis yang dirasakan pelanggan, maka semakin tinggi pula kepuasan pelanggan. 

Oleh karena itu, pengelola restoran bistro perlu terus melakukan inovasi dalam 

pelayanan, pengembangan menu, dan pengalaman bersantap agar mampu 

mempertahankan kepuasan pelanggan di tengah persaingan industri kuliner. 

Kata Kunci: Kualitas Layanan, Suasana Restoran, Variasi Menu, Hedonic Value, 

 Kepuasan Pelanggan. 
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