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ABSTRAK

Pada era globalisasi seperti saat ini, mengakibatkan persaingan bisnis sangat
ketat. Bisnis yang saat ini terus mengalami perkembangan secara pesat adalah
bisnis yang bergerak dalam bidang food and beverage (F&B), sehingga industri
yang bergerak pada bidang kuliner dituntut untuk terus berinovasi, selain itu
restoran atau kafe juga harus mempertahankan citra yang positif dalam benak
konsumen dan menjaga kualitas produk dan layanannya agar konsumen merasa
puas dan loyal.

Pada penelitian ini teknik pengambilan sampel menggunakan nonprobability
sampling dengan cara purposive sampling. Jumlah sampel sebanyak 150 responden
pelanggan dari De Mandailing Café & Eatery Surabaya. Penelitian ini
menggunakan SEM dengan aplikasi LISREL. Hasil penelitian menunjukkan
dimanana brand image dan perceived quality berpengaruh secara positif dan
signifikan terhadap customer satisfaction dimana citra yang positif serta kualitas
baik yang diberikan membuat konsumen merasa puas. Perceived quality
berpengaruh secara positif dan signifikan terhadap customer loyalty, sedangkan
untuk hasil dari brand image terhadap customer loyalty tidak berpengaruh.

Kata kunci: brand image, perceived quality, customer satisfaction, customer
loyalty
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THE EFFECT OF BRAND IMAGE AND PERCEIVED QUALITY
ON CUSTOMER SATISFACTION AND CUSTOMER
LOYALTY AT DE MANDAILING CAFE &

EATERY IN SURABAYA

ABSTRACT

In the current era of globalization, business competition is very tight. The
business that is currently experiencing rapid development is a business engaged in
the field of food and beverage (F&B), so the industry engaged in the culinary field
is required to continue to innovate, besides that the restaurant or cafe must also
maintain a positive image in the minds of consumers and maintain quality products
and services so that consumers feel satisfied and loyal.

In this study the sampling technique uses nonprobability sampling by
purposive sampling. The number of samples was 150 customer respondents from
De Mandailing Café & Eatery Surabaya. This study uses SEM with the LISREL
application. The results showed that brand image and perceived quality had a
positive and significant effect on customer satisfaction where a positive image and
good quality provided made consumers feel satisfied. Perceived quaity has a
positive and significant effect on customer loyalty, while the results of brand image
on customer loyalty have no effects.

Keyword: brand image, perceived quality, customer satisfaction, customer loyalty
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