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ABSTRAK

Industri di Indonesia kini semakin berkembang pesat. Khususnya industri di
bidang kuliner. Makanan adalah bahan pokok manusia yang harus terpenuhi. Di
Indonesia terdapat banyak macam makanan yang dapat ditrmui, mulai dari makanan
yang sederhana sampai yang aneh. Oleh sebab itu pemilik bisnis diwajibkan memiliki
sebuah ide dan inovasi yang bisa menjawab keinginan konsumen sekaligus membuat
konsumen itu puas. Dengan memberikan sedikit varisasi dan keunikan akan
memudahkan pelaku bisnis menarik hati konsumen.

Penelitian ini bertujuan untuk mengetahui pengaruh antara food quality dan
service quality terhadap customer satisfaction melalui brand image pada srestoran
Tokyo Belly di Surabaya. Penelitian ini menggunakan model penelitian kausal.
Metode pengambilan sampel yang digunakan yaitu non probability sampling. Sampel
yang dipakai sebanyak 110 responden yang dine in atau take away di restoran Tokyo
Belly di Surabaya. Alat pengumpulan data yang digunakan adalah kuesioner. Data
dikumpulkan menggunakan kuesioner dan diolah menggunakan teknik Structural
Equation Model (SEM) dengan alat analisis Lisrel.

Hasil dari penelitian ini menunjukan bahwa food quality dan service quality
berpengaruh signifikan dan positif terhadap brand image. Brand image berpengaruh
siginifikan dan positif terhadap customer satisfaction. Food quality dan service
quality berpengaruh signifikan dan positif terhadap customer satisfaction melalui
brand image pada Tokyo Belly di Surabaya.

Kata Kunci: Food Quality, Service Quality, Brand Image, Customer Satisfaction
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EFFECT OF FOOD QUALITY AND SERVICE QUALITY ON CUSTOMER
SATISFACTION THROUGH BRAND IMAGES AT TOKYO BELLY
RESTAURANT IN SURABAYA

ABSTRACT

Industry in Indonesia is now growing rapidly. Especially the industry in the
culinary field. Food is the main human ingredient that must be fulfilled. In Indonesia
there are many types of food that can be enjoyed, from easy foods to strange foods.
Therefore, business owners are realized to have ideas and innovations that can answer
consumer desires while making consumers satisfied. Providing a little varization and
uniqueness will make it easier for businesses to attract consumers.

This study aims to study the effect of food quality and service quality on
customer satisfaction through brand image at the Tokyo Belly restaurant in Surabaya.
This study uses a causal research model. The sampling method used is non
probability sampling. The sample used was 110 respondents who ate in or taken
home at the Tokyo Belly restaurant in Surabaya. The data collection tool used is a
questionnaire. Data were collected using questionnaires and processed using
Structural Equation Model (SEM) techniques with Lisrel analysis tools.

The results showed that food quality and service quality had a significant and
positive effect on brand image. Brand image manifests significant and positive impact
on customer satisfaction. Food quality and service quality have a significant and
positive effect on customer satisfaction through the brand image of Tokyo Belly in
Surabaya.

Keyword: Food Quality, Service Quality, Brand Image, Customer Satisfaction
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