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ABSTRAK

Industri restoran cepat saji yang semakin ketat menuntut perusahaan agar
meningkatkan pemasaran untuk mempertahankan pelanggan. Kondisi ini
mendorong perusahaan restoran cepat saji untuk menerapkan strategi pemasaran
yang efektif, seperti store atmosphere dan membangun customer experience, guna
memengaruhi revisit intention konsumen. Penelitian ini bertujuan untuk
menganalisis pengaruh store atmosphere dan customer experience terhadap revisit
intention pada Kentucky Fried Chicken (KFC) di Otista Jakarta Timur. Penelitian
menggunakan metode kuantitatif dengan pengumpulan data melalui kuesioner pada
100 responden dengan teknik sampling purposive sampling (non-probability
sampling), kemudian dianalisis menggunakan regresi linear dengan bantuan SPSS
Ver.26. Hasil penelitian menunjukkan bahwa secara bersama-sama, store
atmosphere dan customer experience berpengaruh positif dan signifikan terhadap
revisit intention dengan kontribusi sebesar 63,2% sedangkan sisanya 36,8%
dipengaruhi oleh faktor-faktor lain. Secara parsial, store atmosphere berkontribusi
sebesar 52,5% dan customer experience 61% terhadap revisit intention. Temuan ini
menunjukkan bahwa atmosphere yang menarik dan experience yang dialami
pelanggan memuaskan dapat mendorong revisit intention.

Kata Kunci: Store Atmosphere, Customer Experience, Revisit Intention
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ABSTRACT

The increasingly competitive fast-food industry compels companies to enhance
their marketing efforts to retain customers. This environment drives fast-food
companies to implement effective marketing strategies—such as managing store
atmosphere and cultivating the customer experience—to influence consumers’
intention to revisit. This study aims to analyze the impact of store atmosphere and
customer experience on the revisit intention of customers at the Kentucky Fried
Chicken (KFC) outlet in Otista, East Jakarta. A quantitative research method was
employed, utilizing questionnaires distributed to 100 respondents selected via
purposive sampling (a non-probability sampling technique); the data were
subsequently analyzed using linear regression with SPSS Version 26. The results
indicate that store atmosphere and customer experience, acting together, have a
positive and significant influence on revisit intention, contributing 63.2% to the
outcome, while the remaining 36.8% is attributed to other factors. Individually,
store atmosphere contributed 52.5% and customer experience contributed 61% to
revisit intention. These findings demonstrate that an appealing store atmosphere
and a satisfying customer experience can foster the intention to revisit.

Keywords: Store Atmosphere, Customer Experience, Revisit Intention
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