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“Do not wait. There will never be a right time” 

“Opportunity is not accidental. You have to create it” 
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ABSTRAK 

Kepuasan pelanggan merupakan hal terpenting yang harus dicapai dalam suatu 

layanan. Hal ini dikarenakan apabila para pelanggan tidak puas dengan layanan yang 

telah diberikan, maka tidak menutup kemungkinan pelanggan tidak loyal terhadap 

perusahaan. Tujuan penelitian ini untuk mengetahui seberapa loyal dan puas 

pelanggan Go-Food di Yogyakarta yang dicapai melalui keselarasan gaya hidup, 

identifikasi merek dan perilaku karyawan. Objek penelitian merupakan masyarakat di 

Yogyakarta yang pernah menggunakan aplikasi layanan Go-Food. Sedangkan 

metodologi yang digunakan dengan kuisioner online yang mencakup 120 responden, 

lalu data yang telah didapatkan dianalisis menggunakan structural equation 

modelling (SEM) dengan AMOS 20. Hasil penelitian didapatkan bahwa perilaku 

karyawan, identifikasi merek, keselarasan gaya hidup dan kepuasan pelanggan 

berpengaruh terhadap loyalitas pelanggan. Dimana kepuasan pelanggan turut 

dipengarungi oleh perilaku karyawan, identifikasi merek dan keselarasan gaya hidup. 

Perilaku karyawan merupakan variabel yang paling berpengaruh secara signifikan 

terhadap kepuasan pelanggan.  

Kata kunci: perilaku karyawan, identifikasi merek, keselarasan gaya hidup, 

kepuasan pelanggan, loyalitas pelanggan. 
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ABSTRACT 

Customer satisfaction is the most important thing that must be achieved in a 

service. This is because if the customer is not satisfied with the service that has been 

given, then do not close the possibility of the customer is not loyal to the company. 

The purpose of this research is to know how loyal and satisfied Go-Food customers in 

Yogyakarta are achieved through lifestyle alignment, brand identification and 

employee behaviour. The research object is a community in Yogyakarta that once 

used the Go-Food service Application. While the methodology is used with online 

questionnaire that includes 120 respondents, then the data that has been obtained is 

analyzed using structural equation modelling (SEM) with AMOS 20. The results of 

the study gained that staff behaviour, brand identification, lifestyle alignment and 

customer satisfaction have an effect on customer loyalty. Where customer satisfaction 

is also influenced by staff behaviour, brand identification and lifestyle alignment. 

Staff behaviour is the most impactful variable on customer satisfaction.  

Keywords: Staff behaviour, brand identification, lifestyle congruence, customer 

satisfaction, customer loyalty. 
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