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ABSTRAK

Saat ini bisnis kuliner telah berkembang pesat Salah satu bisnis kuliner yang
berkembang pesat adalah restoran pizza. Saat ini, restoran pizza menyediakan
berbagai macam variasi makanan dan minuman cepat saji dengan berbagai inovasi
yang mampu mengikuti perubahan minat konsumen. Hal ini dimaksudkan agar
pelanggan tetap loyal pada perusahaan. Namun, sebelum loyalitas terjadi pelanggan
perlu dipuaskan terlebih dahulu yaitu dengan memberikan kualitas produk, dan
pelayanan, serta menanamkan citra merek yang baik.

Penelitian ini bertujuan untuk menguji apakah product quality, service
quality dan brand image dapat mempengaruhi customer loyalty, melalui customer
satisfaction. Objek penelitian adalah pengunjung restoran Pizza Hut di Surabaya.
Sampel penelitian yang digunakan dalam penelitian ini sebanyak 160 responden
dan teknik pengambilan sampel menggunakan purposive sampling. Data yang
digunakan adalah data primer yang diperoleh dengan menyebarkan kuesioner
kepada pelanggan Pizza Hut di Surabaya. Teknik analisis data yang digunakan
adalah menggunakan SEM dengan software LISREL.

Hasil penelitian menunjukkan bahwa product quality, service quality dan
brand image berpengaruh secara langsung terhadap customer satisfaction yang
berarti bahwa dengan memberikan produk, kualitas layanan dan citra yang positif,
maka pelanggan dapat merasa puas. Selain itu product quality, service quality, dan
brand image berpengaruh positif terhadap customer loyalty melalui customer
satisfaction. Hal ini menunjukkan bahwa pelanggan akan loyal dengan suatu
restoran ketika merasa puas terhadap restoran tersebut.

Kata kunci: Product quality, service quality, brand image, customer satisfaction,
customer loyalty
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IMPACT OF PRODUCT QUALITY, SERVICE QUALITY, AND BRAND
IMAGE ON CUSTOMER LOYALTY THROUGH CUSTOMER
SATISFACTION AS AN INTERVENING VARIABLE IN PIZZA HUT
SURABAYA CUSTOMER

ABSTRACT

Owadays the culinary business has grown rapidly. The One of the fast-
growing culinary businesses is a pizza restaurant. Recently, pizza restaurants
provide a variety of fast food and drinks with a variety of innovations that able to
keep up with changes in consumer interest. It is meant that customers are being
loyal to the company or restaurant. However before the loyalty become customers
should satisfaction with what they feel by giving the best product quality, and
service quality also instill good brand image.

This research is supposed to test whether product quality, service quality,
and brand image can affect customer loyalty through customer satisfaction. The
research object is Pizza Hut Restaurant’s customer in Surabaya. There are 160
respondent and sampling techniques using purposive sampling. The data is used
primer date that earned by spreading questionnaire to Pizza Hut’s customers in
Surabaya. The data analyze technique uses SEM with LISREL software.

The research result shows product quality, service quality, and brand image
effect directly towards customer satisfaction that means by giving product, service
quality, and positive image, thus customers feel satisfied. More over product
quality, service quality, and brand image effect positively to customer loyalty
through customer satisfaction. These things show customers will be loyal for a
restaurant which satisfied with its restaurant.

Keywords: product quality, service quality, brand image, customer satisfaction,
customer loyalty
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