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ABSTRAKSI

Analisis Pengaruh Service Quality, Satisfaction, dan Trust Terhadap
Loyalitas Pelanggan Di Restaurant Noodle House Surabaya
Stephanie Chendra

Saat ini perkembangan dunia bisnis dalam bidang makanan
semakin bertumbuh pesat. Oleh karena itu perusahaan harus mempunyai
kemampuan untuk menghadapi lingkungan yang serba dinamis dengan
lebih berorientasi pada pelanggan dimana setiap orang memiliki selera
yang berbeda-beda dan mudah berubah dari waktu ke waktu.. Dengan
adanya fenomena tersebut, maka tujuan penelitian ini adalah untuk
menganalisis pengaruh service quality, satisfaction dan trust terhadap
loyalitas pelanggan di Restaurant Noodle House Surabaya.

Penelitian ini dilakukan pada 100 responden konsumen Restaurant
Noodle House Surabaya. Teknik pengambilan sampel yang digunakan
adalah non probability sampling, dengan menggunakan jenis purposive
sampling, yaitu pemilihan sampel berdasarkan pertimbangan-
pertimbangan tertentu, yaitu responden yang pernah makan di Restaurant
Noodle House Surabaya minimum sekali dalam dua bulan terakhir,
berusia > 17 tahun dan bertempat tinggal di Surabaya. Teknik analisis
data yang digunakan adalah Analisis Regresi Linier Sederhana dan
Berganda dengan pengujian hipotesis menggunakan uji t dan uji F.

Hasil penelitian menunjukkan bahwa hipotesis 1 yaitu, ada
pengaruh yang signifikan antara service quality dengan satisfaction di
Restaurant Noodle House Surabaya terbukti benar. Hipotesis 2 yaitu, ada
pengaruh yang signifikan antara service quality dengan loyalitas
pelanggan di Restaurant Noodle House Surabaya terbukti benar. Hipotesis
3 yaitu, ada pengaruh yang signifikan antara service quality dengan trust
di Restaurant Noodle House Surabaya terbukti benar. Hipotesis 4 yaitu,
ada pengaruh yang signifikan antara satisfaction dengan loyalitas
pelanggan di Restaurant Noodle House Surabaya terbukti benar.
Demikian pula hipotesis 5 yaitu, ada pengaruh yang signifikan antara
trust dengan loyalitas pelanggan di Restaurant Noodle House Surabaya
terbukti benar.

Kata kunci: service quality, trust, satisfaction dan loyalitas pelanggan
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ABSTRACT

Analysis Of The Influence Of Service Quality, Satisfaction, And Trust On
Customer Loyalty In The Restaurant Noodle House Surabaya
Stephanie Chendra

Today, food and beverages business develop very rapidly in
Indonesia. Therefore, companies must have competence to facing a
dynamic-paced environment with more customer oriented, where each
person have different taste and easily to change from the time to time.
Related of this phenomenon, this research was held to analyze the
influence of service quality, satisfaction and trust to the customer’s
loyalty in Noodle House Restaurant Surabaya.

This research was conducted on 100 respondents consumers
Noodle House Restaurant Surabaya. Sampling technique used was non-
probability sampling, using purposive sampling, which the sample
selection based on certain considerations, The selected respondents were
customers who had eaten at Noodle House Restaurant Surabaya least once
in the last two months, age older than 17 years old and living in Surabaya.
Data analysis techniques used are simple Linear Regression Analysis and
Multiple hypothesis testing using t test and F test.

The results showed that the first hypothesis which, there is
significant influence between service quality with satisfaction at the
Noodle House Restaurant Surabaya proven true. Second Hypothesis that
there is a significant influence of service quality with customer loyalty in
the Noodle House Restaurant Surabaya proved correct. Third Hypothesis
that there is a significant influence of service quality with trust in the
Noodle House Restaurant Surabaya proven true. Fourth Hypothesis that
there is significant influence between satisfaction with customer loyalty in
the Noodle House Restaurant Surabaya proved correct. Similarly, fifth
hypothesis that there is significant influence between the trust with
customer loyalty in the Noodle House Restaurant Surabaya proved correct.

Keywodrs: service quality, satisfaction, trust and customer loyalty
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