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INFLUENCE OF SERVICE QUALITY, PRODUCT QUALITY 

THROUGH CUSTOMER SATISFACTION OF CUSTOMER 

LOYALTY IN JAMOO RESTAURANT SURABAYA  

 

IRWAN WIJAYA  
daniel_i_w@hotmail.com 

 

  ABSTRACT 

 

  The purposed of this study is to examine the effect of service 

quality, product quality through customer satisfaction to customer loyalty in 

Jamoo restaurant in Surabaya. In this study two independent variables 

assessed to measure customer satisfaction and loyalty as the dependent 

variable. 

This study uses SEM analysis to analyze service quality, product 

quality through customer satisfaction to customer loyalty. While the 
sampling technique in this study using purposive sampling method, so that 

the sample used in this study were 150 respondents. 

  The conclution of this study is that significant effect on service 

quality and customer satisfaction, while  product quality have no significant 

effect on customer satisfaction, customer satisfaction have significant effect 

on customer loyalty. Service quality through customer satisfaction can 

affect customer loyalty. Product quality through customer satisfaction can 

affect customer loyalty. 

 

Keywords: service quality, product quality, customer satisfaction,  

customer loyalty. 
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PENGARUH SERVICE QUALITY, PRODUCT QUALITY MELALUI 

CUSTOMER SATISFACTION TERHADAP CUSTOMER LOYALTY 

PADA JAMOO RESTAURANT DI SURABAYA 

 

IRWAN WIJAYA  
daniel_i_w@hotmail.com 

 

ABSTRAK 

 

 Tujuan penelitian ini adalah untuk menguji pengaruh service 

quality, product quality melalui customer satisfaction terhadap customer 

loyalty pada Jamoo restaurant di Surabaya. Dalam penelitian ini kedua 

variabel bebas dinilai dapat mengukur kepuasan dan loyalitas konsumen 

sebagai variabel terikat. 

 Penelitian ini menggunakan analisis SEM untuk menganalisis 

service quality, product quality melalui customer satisfaction terhadap 
customer loyalty. Sedangkan teknik pengambilan sampel dalam penelitian 

ini menggunakan metode purposive sampling, sehingga sampel yang 

digunakan dalam penelitian ini sebanyak 150 responden. 

 Kesimpulan dalam penelitian ini adalah service quality 

berpengaruh signifikan terhadap customer satisfaction, sedangkan product 

quality berpengaruh tidak signifikan terhadap customer satisfaction, dan 

customer satisfaction berpengaruh signifikan terhadap customer loyalty. 

Service quality melalui customer satisfaction dapat mempengaruhi customer 

loyalty. Product quality melalui customer satisfaction dapat mempengaruhi 

customer loyalty. 

 

Kata kunci: service quality, product quality, customer satisfaction, 

customer loyalty 
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