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ABSTRAK 

Penelitian ini bertujuan untuk menguji pengaruh price promotion, 
food quality, dan service quality terhadap customer loyalty melalui 
customer satisfaction di Burger King Tunjungan Plaza Surabaya. 
 Penelitian ini merupakan penelitian kausal. Teknik pengambilan 
sampel yang digunakan adalah non-probability sampling dengan cara 
purposive sampling. Sampel yang digunakan sebesar 150 responden. 
Teknik analisis data yang digunakan adalah Structural Equation 
Modelling dengan program LISREL. 

Hasil penelitian ini menunjukkan bahwa price promotion, food 
quality, dan service quality berpengaruh positif dan signifikan terhadap 
customer satisfaction, customer satisfaction memiliki pengaruh positif 
dan signifikan terhadap customer loyalty. Price promotion, food quality, 
dan service quality memiliki pengaruh positif dan signifikan terhadap 
customer loyalty melalui customer satisfaction di Burger King Tunjungan 
Plaza Surabaya. 

Berdasarkan hasil tersebut, maka peneliti memberikan saran 
kepada pihak manajemen Burger King Tunjungan Plaza Surabaya untuk 
lebih memperhatikan aspek price promotion dan meningkatkan terus 
aspek food quality dan service quality untuk membuat pelanggan puas 
serta loyal terhadap produknya. 

 
Kata Kunci: Price Promotion, Food Quality, Service Quality, 

Customer Satisfaction, Customer Loyalty 
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ABSTRACT 

This study aims to examine the influence of price promotion, food 
quality, and service quality to customer loyalty through customer 
satisfaction at Burger King Tunjungan Plaza Surabaya. 

This research is a causal research. The sampling technique used 
is non-probability sampling by means of purposive sampling. The sample 
used is 150 respondents. The data analysis technique used is Structural 
Equation Modeling with LISREL program. 

The results of this study indicate that price promotion, food 
quality, and service quality have a positive and significant impact on 
customer satisfaction, customer satisfaction has a positive and significant 
influence on customer loyalty. Price promotion, food quality, and service 
quality have a positive and significant influence on customer loyalty 
through customer satisfaction at Burger King Tunjungan Plaza 
Surabaya. 

Based on these results, the researcher gives suggestions to the 
management of Burger King Tunjungan Plaza Surabaya to pay more 
attention to the price promotion aspect and to improve the food quality 
and service quality aspects to make the customers satisfied and loyal to 
their products. 
 
Keywords: Price Promotion, Food Quality, Service Quality, Customer 

Satisfaction, Customer Loyalty 
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