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Pengaruh Service Quality dan Customer Perceived Value Terhadap
Customer Loyalty Melalui Customer Satisfaction Pada Pelanggan
Boncafe Steak and Ice Cream di Surabaya

ABSTRAK

Industri rumah makan di Surabaya berkembang sangat pesat.
Industri ini memiliki prospek yang cerah di masa depan, karena makanan
merupakan kebutuhan utama manusia. Tetapi, melihat persaingan dalam
industri rumah makan yang sangat ketat, pemilik rumah makan harus
membentuk strategi agar tidak kalah bersaing.

Penelitian ini bertujuan untuk menguji pengaruh service quality dan
customer perceived value terhadap customer loyalty melalui customer
satisfaction pada Pelanggan Boncafe Steak and Ice Cream di Surabaya.
Teknik pengambilan sampel yang digunakan adalah non probability
sampling dengan cara purposive sampling. Karakteristik responden dalam
penelitian ini adalah pelanggan berusia 17 tahun keatas dan pernah
melakukan pembelian sebanyak 2 kali dalam satu tahun terakhir. Sampel
yang digunakan dalam penelitian ini sebanyak 150 responden. Teknik
analisis data yang digunakan adalah Structural Equation Model (SEM)
dengan bantuan program LISREL 8.70.

Hasil penelitian ini membuktikan bahwa: (1) Service quality
berpengaruh positif dan signifikan terhadap customer satisfaction; (2)
Customer perceived value berpengaruh positif dan signifikan terhadap
customer satisfaction; (3) Customer satisfaction berpengaruh positif dan
signifikan terhadap customer loyalty; (4) Service quality berpengaruh positif
dan signifikan terhadap customer loyalty melalui customer satisfaction; (5)
Customer perceived value berpengaruh positif dan signifikan terhadap
customer loyalty melalui customer satisfaction pada pelanggan Boncafe.

Bagi penelitian di masa depan diharapkan untuk meneliti hubungan
langsung service quality dengan customer loyalty dan customer perceived
value dengan customer loyalty, serta menambahkan variabel lain.

Kata Kunci: Service Quality, Customer Perceived Value, Customer
Satisfaction, dan Customer Loyalty
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The Effect of Service Quality and Customer Perceived Value on Customer
Loyalty Through Customer Satisfaction at Customer’s Boncafe
Steak and Ice Cream in Surabaya

ABSTRACT

In Surabaya, restaurants industry has rapidly progress. This industry
has a bright prospect in the future, because food is the main needs of
human. But, the owner of restaurant has to make a good strategic in order
to survive in this industry, because the competion in restaurant indsutry is
S0 tight.

The purpose of this research is to analyze the effect of service
quality and customer perceived value on customer loyalty through customer
satisfaction at customer’s Boncafe Steak and Ice Cream in Surabaya. The
sampling technique for this research is non probability sampling, with
pursposive sampling method. The characteristics of respondents are at least
17 years old and made a transaction minimal 2 times in last year. This
research took 150 respondents as a sample. Structural Equation Model
(SEM) and LISREL 8.70 program are used to be the data analysis technique
for this research.

The result of this research prove that: (1) Service quality has a
significant positive impact on customer satisfaction; (2) Perceived value
has a significant positive effect on customer satisfaction; (3) Customer
satisfaction has a significant positive impact on customer loyalty; (4)
Service quality has a significant positive impact on customer loyalty
through customer satisfaction; (5) Customer perceived value has a
significant positive impact on customer loyakty through customer
satisfaction on customer’s Boncafe.

For future research, the researchers can find the direct effect of
service quality on customer loyalty and customer perceived value on
customer loyalty, also add another variables.

Keywords: Service Quality, Customer Perceived Value, Customer
Satisfaction, and Customer Loyalty
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