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PENGARUH TECHNICAL QUALITY DAN FUNCTIONAL QUALITY TERHADAP
CUSTOMER LOYALTY MELALUI CUSTOMER SATISFACTION
PADA STARBUCKS DI PLAZA
SURABAYA

ABSTRAK

Di zaman modernisasi sekarang ini gaya hidup menjadi kebutuhan seseorang. Starbucks
menjadi salah satu tempat yang mempengaruhi gaya hidup seseorang dikarenakan Starbuck
memiliki fasilitas yang cukup lengkap dan tempat yang nyaman serta cocok untuk semua umur.

Penelitian ini betujuan untuk menganalisis pengaruh Technical Quality dan Functional
Quality Terhadap Customer Loyality melalui Satisfaction di Starbucks. Objek penelitian adalah
pengunjung Starbucks Plaza Surabaya. Sampel penelitian yang digunakan dalam penelitian ini
sebanyak 202 sampel dengan Pengambilan sampel menggunakan teknik non-probability
sampling. Data yang digunakan adalah data primer yang diperoleh dengan menyebarkan kuesioner
kepada pengunjung Starbucks Plaza Surabaya. Teknik analisis data yang digunakan adalah teknik
SPSS.

Penelitian ini membuktikan bahwa Technical Quality berpengaruh positif daan signifikan
terhadap Custamer loyality, Functional Quality berpengaruh positif dan signifikan terhadap
Customer Loyaty, Customer Satisfaction berpengaruh positif dan signifikan terhadap Customer
Loyaty, Technical Quality berpengaruh positif dan signifikan terhadap Customer Loyaty melalui
Customer Satisfaction, Functional Quality berpengaruh positif tapi tidak signifikan ditolak.

Berdasarkan penelitian yang dilakukan saran yang dapat diterapkan di Starbucks Plaza
Surabaya adalah mengoptimalkan Functional Quality untuk meningkatkan tingkat kepuasan
pelanggan dan loyalitas pelanggan pada Starbucks Plaza Surabaya.

Kata Kunci : Technical Quality, Functional Quality, Customer Satisfaction dan Customer Loyaty
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The Influence Of Technical Quality and Functional Quality On Customer Loyalty Through
Customer Satisfaction At Starbucks Plaza Surabaya.

Abstract

In this age of modernization lifestyle becomes someone’s needs. Starbucks is one place that
affects a person’s lifestyle because Starbucks has facilities that are quite complate and a place
that is comfortable and suitable for all ages.

This study aims to analyze the effect of Technical Quality and Functional Quality on
Customer Loyality through Satisfaction at Starbucks. The object of research is visitors to starbucks
surabaya. The research sample used in this study was 202 samples with the sampling using a non-
probability sampling technique. The data used are primary data obtained by distributing
questionnaires to visitors to the Starbucks Surabaya. The data analysis technique used is the spss
technique.

This research proves that technical quality has a positive and significant effect on customer
loyalty, functional quality has a positive and significant effect on customer loyalty, customer
satisfaction has a positive and significant effect on customer loyalty, technical quality has a
positive and significant effect on customer loyalty through customer satisfaction, functional quality
has a positive but not significant effect rejected.

Based on the research conducted, suggestions that can be applied at Starbucks Plaza
Surabaya are optimizing functional quality to increase the level of customer satisfaction and
loyalty to Starbucks Plaza Surabaya.

Keywords : Technical Quality, Functional Quality, Customer Satisfaction dan Customer Loyaty
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