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ABSTRAK 

 

          Penelitian ini bertujuan untuk mengetahui pengaruh antara Product 

Quality dan Service Quality terhadap Intention To Revisit melalui Customer 

Satisfaction pada Hotel Shangri-La di Surabaya. Penelitian ini 

menggunakan penelitian kausal. Teknik pengambilan sampel menggunakan 

simple random sampling dengan cara purposive sampling. Sampel yang 

digunakan sebesar 150 responden pengguna jasa Hotel Shangri-La di 

Surabaya. Alat pengumpulan data yang digunakan adalah kuesioner. Teknik 

analisis data yang digunakan adalah Structural Equation Modelling (SEM) 

dengan menggunakan program LISREL. 

          Hasil penelitian ini membuktikan: (1) Product Quality berpengaruh 

secara signifikan terhadap Customer Satisfaction, (2) Service Quality 

berpengaruh secara signifikan terhadap Customer Satisfaction, (3) Customer 

Satisfaction berpengaruh secara signifikan terhadap Intention To Revisit, (4) 

Product Quality berpengaruh secara signifikan terhadap Intention To Revisit 

melalui Customer Satisfaction, (5) Service Quality tidak berpengaruh secara 

signifikan terhadap Intention To Revisit melalui Customer Satisfaction. 

 

Kata Kunci: Product Quality, Service Quality, Customer Satisfaction, 

Intention To Revisit 
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ABSTRACT 

 

          This research aims to determine the influence of Product Quality and 

Service Quality to Intention To Revisit by Customer Satisfaction to Hotel 

Shangri-La in Surabaya. This research uses causal research. Sampling 

technique using simple random sampling by purposive sampling. The 

sample used is 150 respondents Hotel Shangri-La users in Surabaya. Data 

analysis technique used is Structural Equation Model by using LISREL 

program. 

          The result of the study indicate that: (1) Product Quality significantly 

influence on Customer Satisfaction, (2) Service Quality significantly 

influence on Customer Satisfaction, (3) Customer Satisfaction significantly 

influence on Intention To Revisit, (4) Product Quality has a significant 

positive impact on Intention To Revisit through Customer Satisfaction, (5) 

Service Quality does not significantly influence on Intention To Revisit 

through Customer Satisfaction. 

 

Keywords: Product Quality, Service Quality, Customer 

                  Satisfaction, Intention To Revisit 

 

 

 

 


