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ABSTRAK 

 

 

Didalam penelitian ini menganalisis berbagai faktor yang 

mempengaruhi Customer Loyalty melalui Customer Satisfaction di Restoran 

Chubo-Chubo Tunjungan Plaza Surabaya. Tujuan dari penelitian ini adalah 

untuk mengetahui pengaruh variabel Price dan Service Quality terhadap 

Customer Loyalty melalui Customer Satisfaction di Restoran Chubo-Chubo 

di Surabaya. 

Teknik sampling yang digunakan adalah non-probability sampling. 

Teknik pengambilan sampel dengan menggunakan kuseioner yang 

dibagikan kepada para konsumen yang pernah mengkonsumsi di restoran 

Chubo-Chubo Tujungan Plaza Surabaya. Jumlah responden yang digunakan 

pada penelitian ini sebanyak 150 responden. Metode yang digunakan dalam 

penelitian ini adalah metode Structural Equation Modeling (SEM) dengan 

program LISREL 8.70. 

Penelitian ini memperlihatkan bahwa terdapat pengaruh dan hubungan 

positif yang signifikan antara variabel price, service quality, customer 

satisfaction dan customer loyalty. Pengaruh price terhadap customer loyalty 

melalui customer statisfaction tidak memberikan pengaruh yang signifikan, 

sedangkan pengaruh service quality terhadap customer loyalty melalui 

customer satisfaction memberikan pengaruh yang signifikan.  

Kesimpulan dari penelitian ini adalah konsumen akan melakukan 

pembelian ulang di Restoran Chubo-Chubo Tunjungan Plaza Surabaya jika 

pelayanan di Restoran Chubo-Chubo Tunjungan Plaza Surabaya dapat 

memuaskan konsumennya.  

. 

Kata kunci: Price, Service Quality, Customer Satisfaction dan Customer 

Loyalty 

 



  

 

ABSTRACT 

 

 

In this study to analyze the various factors which influence the 

Customer Loyalty through Customer Satisfaction in Restaurants Chubo - 

Chubo Tunjungan Plaza Surabaya. The purpose of this study was to 

determine the effect of variable Price and Service Quality on Customer 

Loyalty through Customer Satisfaction in Restaurants Chubo - Chubo  in 

Surabaya. 

The sampling technique used was non-probability sampling. Sampling 

technique using kuseioner distributed to consumers who never consumed in 

the restaurant Chubo - Chubo Tujungan Plaza Surabaya . The number of 

respondents used in this study were 150 respondents. The method used in 

this study is a method of Structural Equation Modeling (SEM) with program 

LISREL 8.70. 

This study shows that there are significant and positive relationship 

between the variables significant price, service quality, customer 

satisfaction, and customer loyalty. The influence of price on customer 

loyalty through customer satisfaction not have a significant effect , where as 

the effect of service quality on customer loyalty through customer 

satisfaction a significant influence. 

The conclusion of this study is that consumers will make purchases in 

the restaurant Chubo - Chubo Tunjungan Plaza Surabaya if the service in 

restaurant Chubo - Chubo Tunjungan Plaza Surabaya can satisfy 

customers. 

 

Keywords : Price, Service Quality, Customer Satisfaction, and Customer 

Loyalty 
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