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ABSTRAK

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh product
quality dan service quality terhadap customer satisfaction, dan customer loyalty di
Pizza Hut Mal Tunjungan Plaza Surabaya. Penelitian ini merupakan penelitian
kausal. Variabel eksogen yang digunakan adalah Product Quality dan Service
Quality sedangkan variabel endogen vyang digunakan adalah Customer
Satisfaction dan Customer Loyalty. Responden penelitian adalah 150 konsumen
Pizza Hut di Surabaya dengan teknik pengambilan sampel non — probability
sampling dengan cara purpose sampling. Teknik analisis yang digunakan adalah
analisis Structural Equation Modeling (SEM) dengan program LISREL 8,70.

Hasil penelitian membuktikan bahwa product quality dan service quality
masing-masing berpengaruh signifikan positif terhadap customer satisfaction.
Customer satisfaction juga berpengaruh signifikan positif terhadap customer
loyalty konsumen Pizza Hut di Surabaya.

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

Xiii



THE EFFECT OF PRODUCT QUALITY AND SERVICE QUALITY ON
CUSTOMER SATISFACTION AND THE IMPLICATION ON CUSTOMER
LOYALTY OF P1ZZA HUT CUSTOMER IN SURABAYA

ABSTRACT

The study aims and examine the effect of product quality, service quality,
in order to affect customer satisfaction and customer loyalty The Effect Of
Product Quality And Service Quality On Customer Satsifaction And The
Implication On Customer Loyalty Of Pizza Hut Customer In Surabaya. The
research is a causal research. The research exogenous variables used are product
quality and service quality, while the endogenuos variables used to customer
satisfaction and customer loyalty. Research respondents were 150 Pizza Hut
consumers in Surabaya. The analysis used is the analysis of Structural Equation
Modeling (SEM) with LISREL 8,70.

The results showed that product quality and service quality each had a
significant positive effect on customer satisfaction. Customer satisfaction also has
a significant positive effect on customer loyalty for Pizza Hut consumers in

Surabaya.

Keywords:  Product Quality, Service Quality, Customer Satisfaction,
Customer Loyalty.
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