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PENGARUH PRICE, DAN SERVICE QUALITY TERHADAP
CUSTOMER LOYALTY MELALUI CUSTOMER SATISFACTION
PADA RESTORAN Kentucky Fried Chicken (KFC)

DI SURABAYA

ABSTRAK

Banyaknya bisnis fastfood akan meningkatkan persaingan,
sehingga dengan tingkat persaingan tersebut maka dituntut untuk
menciptakan keunggulan yang pada akhirnya menciptakan sikap loyalitas
konsumen terhadap bisnis fastfood tersebut. Salah satu bisnis fastfood di
Surabaya adalah KFC.

KFC merupakan salah satu tempat makan cepat saji yang
menyajikan produk ayam dan produk yang berkaitan dengan daging
ayam. KFC mendominasi pangsa pasar sebesar 45%, selanjutnya disusul
oleh Restoran Sederhana dan McDonald’s masing-masing sebesar 37%
dan 25%. Sehingga KFC dapat menjadi obyek penelitian yang tepat.

Tujuan dari penelitian ini adalah untuk meneliti Pengaruh Price,
dan Service Quality terhadap Customer Loyalty melalui Customer
Satisfaction pada KFC di surabaya. Teknik pengambilan sampling adalah
non probability sampling. Sampel yang digunakan sebanyak 150
responden yang berusia minimal 17 tahun, berdomisili di surabaya dan
membeli produk KFC minimal 5 kali dalam 3 bulan. Teknik analisis yang
digunakan adalah analisis SEM dengan bantuan program LISREL.

Hasil analisis ini menunjukkan bahwa Price dan Service Quality
berpengaruh positif dan signifikan terhadap Customer Loyalty melalui
Customer Satisfaction.

Kata kunci: Price, Service Quality, Customer Satisfaction, Customer
Loyalty.
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EFFECT OF PRICE AND SERVICE QUALITY ON CUSTOMER
LOYALTY THROUGH CUSTOMER SATISFACTION AT THE
RESTAURANT Kentucky Fried Chicken (KFC)

IN SURABAYA

ABSTRACT

Fastfood many businesses will increase competition, so that the
level of competition is then required to create advantages that ultimately
create consumer loyalty to the attitude of the fast food business. One of the
fast food business in Surabaya is KFC.

KFC is one of the fast-food restaurant serving chicken products
and products related to chicken meat. KFC dominate a market share of
45%, then followed by McDonald's Restaurant Simple and respectively
37% and 25%. So that KFC can be the object of proper research.

The aim of this study was to examine the Influence of Price, and
Service Quality on Customer Loyalty through Customer Satisfaction at
KFC in Surabaya. Sampling technique is non-probability sampling. Used as
a sample of 150 respondents aged at least 17 years, domiciled in Surabaya
and purchase products KFC least 5 times within 3 months. The analysis
technique used is the analysis of SEM with LISREL program assistance.

Results of this analysis indicate that the Price and Service Quality
positive and significant impact on customer loyalty through the Customer
Satisfaction.

Keywords: Price, Service Quality, Customer Satisfaction, Customer
Loyalty.
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