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Pengaruh Kualitas Produk, Kualitas Layanan, Dan Pengalaman

Terhadap Persepsi Nilai Pelanggan Di Pizza Hut Darmo Surabaya

ABSTRAK

Saat ini, setiap rumah makan/restoran berlomba-lomba untuk
menarik pelanggan dengan memberikan kualitas produk (makanan), kualitas
layanan dan pengalaman yang lebih baik untuk meningkatkan persepsi nilai
pelanggan. Penelitian ini bertujuan untuk meneliti pengaruh kualitas produk,
kualitas layanan dan pengalaman terhadap persepsi nilai pelanggan di Pizza
Hut Darmo Surabaya.

Sampel yang digunakan berjumlah 150 orang konsumen Pizza Hut
Darmo di Surabaya. Data dikumpulkan dengan menggunakan kuesioner.
Teknik analisis yang digunakan adalah analisis regresi. Hasil analisis ini
menunjukkan bahwa kualitas produk tidak signifikan sedangkan kualitas
layanan dan pengalaman pelanggan berpengaruh positif dan signifikan
terhadap persepsi nilai pelanggan.

Kata Kunci: Kualitas Produk; Kualitas Layanan; Pengalaman
Pelanggan; Persepsi Nilai Pelanggan.
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The Influence Of Product Quality, Service Quality, And Experience
Against The Perception Of The Value Of The Customer At Pizza Hut
Surabaya Darmo

ABSTRACT

Currently, every restaurant trying to attract customers by providing
quality products (food), service quality and a better experience to enhance
the perception of the value of a customer. This research aims to examine the
influence of product quality, service quality and customer experience
against the perceived value of a customer in Pizza Hut Surabaya Darmo.

The sample used amounted to 150 people consumers Pizza Hut at
Surabaya Darmo. Data were collected using a questionnaire. The technique
used is the analysis of regression analysis. The results indicate that the
products quality is not significant while service quality and the customer
experience have positive and significant effect on customer perceived value.

Keywords: Product Quality; Service Quality; Customer Experience;
Customers Perceived Value.
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