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PENGARUH SERVICE QUALITY DAN BRAND IMAGE TERHADAP
CUSTOMER LOYALTY MELALUI CUSTOMER SATISFACTION
PADA RESTORAN CARL’S JR DI SURABAYA

ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh dari
kualitas pelayanan dan citra merek terhadap loyalitas konsumen melalui
kepuasan konsumen pada Carl’s Jr Surabaya. sampel yang diambil
sebanyak 150 responden yang pernah mengunjungi Carl’s Jr Surabaya. Data
diperoleh dengan menggunakan metode kuesioner dan teknik analisis
menggunakan structural equation model (SEM).

Hasil dari penelitian ini menunjukkan bahwa kualitas pelayanan dan
citra merek memiliki pengaruh positif terhadap kepuasan konsumen dan
kepuasan konsumen memiliki pengaruh positif terhadap loyalitas
konsumen. Hasil ini juga menunjukkan bahwa kualitas pelayanan dan citra
merek memiliki pengaruh positif terhadap loyalitas konsumen melalui
kepuasan konsumen. Disamping itu, hasil ini menunjukkan bahwa kualitas

pelayanan memiliki pengaruh positif terhadap citra merek.

Kata Kunci: Service Quality, Brand Image, Customer Satisfaction,
Customer Loyalty
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THE IMPACT OF SERVICE QUALITY AND BRAND IMAGE ON
CUSTOMER LOYALTY TOWARD CUSTOMER SATISFACTION ON
RESTAURANT CARL’S JR IN SURABAYA

ABSTRACT

The purpose of this research is to know the influence from service
quality and brand image toward customer loyalty through customer
satisfaction at Carl’s Jr Surabaya. The sample was taken to 150
respondents who had visited Carl’s Jr Surabaya. The data were collected
using questionnaire method and the analysis technique use structural
equation model (SEM).

The result of this research shows that service quality and brand image
have positive effects toward customer satisfaction and customer satisfaction
has positive effect toward customer loyalty. This result also shows that
service quality and brand image have positive effect toward customer
loyalty through customer satisfaction. Beside that, this result shows that
service quality has positive impact toward brand image.

Keyword: Service Quality, Brand Image, Customer Satisfaction, Customer
Loyalty

XV



