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ABSTRAK

Seiring dengan perkembangan zaman semakin banyak bisnis baru yang
bermunculan. Salah satu bisnis yang sedang ramai dilakukan oleh masyarakat
adalah di bidang industri rumah makan. Persaingan dalam industri tersebut telah
menjamur diberbagai ibu kota. Semakin ketatnya persaingan tersebut, menuntut
para pelaku bisnis untuk selalu berinovasi agar tidak kalah dalam bersaing.
Penelitian ini bertujuan untuk menguji pengaruh service quality, product quality,
dan price terhadap customer satisfaction dan customer loyalty pada konsumen di
Restaurant Boncafe Surabaya. Teknik pengambilan sampel yang digunakan
adalah non probability sampling. Karakteristik responden dalam penelitian ini
adalah pernah mengunjungi dan membeli menu steak yang ditawarkan di
restaurant Boncafe Surabaya dan pesaing yang sejenis dalam 1 (satu) tahun
terakhir, dan berusia minimal 17 tahun. Sampel yang digunakan dalam penelitian
ini sebanyak 160 responden. Teknik analisis data yang digunakan adalah
Structural Equation Model (SEM). Teknik pengukuran yang digunakan dalam
penelitian ini menggunakan skala Likert lima poin. Hasil penelitian ini
membuktikan bahwa: (1) Service quality berpengaruh positif dan signifikan
terhadap customer satisfaction; (2) Product quality berpengaruh positif dan
signifikan terhadap customer satisfaction; (3) Price berpengaruh positif dan
signifikan terhadap customer satisfaction; (4) Customer satisfaction berpengaruh
positif dan signifikan terhadap customer loyalty pada konsumen di Restaurant
Boncafe Surabaya. Diharapkan Restaurant Boncafe dapat menyediakan valet
parking, memperhatikan proses penyimpanan bahan baku yang dapat
mempengaruhi cita rasa produknya, memperbesar porsi Steak yang disajikan,
serta memberikan promosi untuk kalangan mahasiswa/pelajar dengan identitas
(kartu) mahasiswa/pelajar, agar lebih meningkatkan kepusan konsumen.

Kata kunci: Service Quality, Product Quality, Price, Customer Satisfaction, dan
Customer Loyalty
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The Effect of Service Quality, Product Quality, and Price Through Customer
Satisfaction and Customer Loyalty to Customers at Boncafe Restaurant
Surabaya

ABSTRACT

In this era, more new businesses are emerging. One of them is the restaurant
industry. Competition in this industry is already in many cities. the owner of
restaurant has to make a good strategy in order to survive in this industry, because
the competion in restaurant industry is so tight. The purpose of this research is to
analyze the effect of Service quality, product quality, and price to customer
satisfaction and customer loyalty to customers at Boncafe Restaurant Surabaya.
The sampling technique used is non probability sampling. The characteristics of
the respondents in this study were visiting and buying steak menus offered at
Boncafe Surabaya restaurants and similar competitors in the last 1 (one) year, and
at least 17 years old. The sample used in this study was 160 respondents. The data
analysis technique used is Structural Equation Model (SEM). The assessment
technique used in this study used a five-point Likert scale. The results of this
study prove that: (1) Service quality has a positive and significant effect on
customer satisfaction; (2) Product quality has a positive and significant effect on
customer satisfaction; (3) Price has a positive and significant effect on customer
satisfaction; (4) Customer satisfaction has a positive and significant effect on
customer loyalty to consumers at Boncafe Restaurant Surabaya. For future,
Restaurant Boncafe can provide valet parking, pay attention to the process of
storing raw materials that can affect the taste of its products, enlarge the portion of
Steak served, and provide promotions for students with students' identities, to
further increase consumer satisfaction.

Keywords: Service Quality, Product Quality, Price, Customer Satisfaction, and
Customer loyalty
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