
CHAPTER 5 

CONCLUSION AND SUGGESTION 

 

5.1. CONCLUSION 

This study examined the effect of Assurance, Price, 

Responsiveness and Empathy, Meal Pace and Reliability of 

the Customer Loyalty through Customer Satisfaction in 

Cocari Restaurant in Surabaya. Based on the results of 

research and discussion by using Sturctural Equation 

Modelling (SEM), then the conclusion can be drawn as 

follows : 

1. Assurance give influence significantly and have a  

positive influence on Customer Satisfaction, rejected. 

Thus the first hypothesis which states that Assurance 

give effect on Customer Satisfaction in Cocari 

Restaurant in Surabaya, accepted. 

2. Price give direct influence significantly and have a 

positive influence on Customer Satisfaction, accepted. 

Thus the second hypothesis which states that Price 

give effect on Customer Satisfaction in Cocari 

Restaurant in Surabaya, accepted. 

3. Responsiveness and Empathy give direct influence 

significantly and have a positive influence on 

Customer Satisfaction. Thus the third hypothesis 



which states that Responsiveness and Empathy give 

effect on Customer Satisfaction in Cocari Restaurant 

in Surabaya accepted. 

4. Meal Pace influence significantly and have a positive 

influence on Customer Satisfaction. Thus the fourth 

hypothesis which states that Meal Pace give effect on 

Customer Satisfaction in Cocari Restaurant in 

Surabaya accepted. 

5. Reliability give the impact directly and negatively 

affect  to Customer Satisfaction. Thus the fifth 

hypothesis which states that Realibility give 

negatively affect to Customer Satisfaction in Cocari 

Restaurant in Surabaya accepted. 

6. Customer Satisfaction give direct influence 

significantly and have a positive influence on 

Customer Loyalty. Thus the sixth hypothesis which 

states that Customer Satisfaction give effect on 

Customer Loyalty in Cocari Restaurant in Surabaya 

accepted. 

7. Assurance have negatively affect on Customer Loyalty 

through Customer Satisfaction significantly. Thus the 

seventh hypothesis which states that the effect on 

Assurance on Customer Loyalty through Customer 



Satisfaction in Cocari restaurant in Surabaya 

accepted. 

8. Price have possitive affect on Customer Loyalty 

through Customer Satisfaction significantly. Thus the 

eightth hypothesis which states that the effect of Price 

on Customer Loyalty through Customer Satisfaction 

in Cocari restaurant in Surabaya accepted. 

9. Responsiveness and Empathy have possitive affect on 

Customer Loyalty through Customer Satisfaction 

significantly. Thus the ninth hypothesis which states 

that the effect of Price on Customer Loyalty through 

Customer Satisfaction in Cocari restaurant in 

Surabaya accepted. 

10. Meal Pace have positive affect on Customer Loyalty 

through Customer Satisfaction significantly. Thus the 

tenth hypothesis which states that the effect of Meal 

Pace on Customer Loyalty through Customer 

Satisfaction in Cocari restaurant in Surabaya 

accepted. 

11. Reliability have positive effect on Customer Loyalty 

through Customer Satisfaction significantly. Thus the 

eleventh hypothesis which states that the effect of 

Realibility on Customer Loyalty through Customer 



Satisfaction in Cocari restaurant in Surabaya 

accepted. 

 

5.2. SUGGESTION 

Based on the conclusions that have been put forward 

several recommendations can be given in the form of 

suggestions that can be taken into consideration for 

Cocari Restaurant in Surabaya : 

1. Academic Significance 

This object on Cocari restaurant in Surabaya used in 

this study focused on respondents who have purchased 

and consumed product in Surabaya, so the result of Cocari 

restaurant is open. This provides opportunities for 

advanced study to conduct further research into the effects 

of Assurance, Price, Responsiveness and Empathy, Meal 

Pace and Realibility to Customer Loyalty through 

Customer Satisfaction on products in other restaurant.  

 

2. Practical Significance 

For the restaurant manager of Cocari in Surabaya,  

need to pay attention about  the lowest value compared to 

other independent variables. In order to compete in the 

food and beverage industry is tight at the moment, so the 

manager Cocari restaurant in Surabaya have to defend the 



values that have been attached to the respondents. The 

activities that can be done for example, among others : 

a. Train employees to be able to listen well, such as 

for example the employees should be able to give 

full attention, listen to customer complaints by 

making genuine and write down what customers 

are complaining then get specific matters of 

complaint. 

b. Train employees to be able to apologize sincerely 

to customers. It is indeed quite difficult to do, 

especially if it is not the employee who caused the 

problem. However, employees must remain 

capable of pleasing the customer by always being 

sincere. 

c. Train employees to be able to convince the 

customer that is able to repair mistakes made by 

customers to continue going back to Cocari. Of 

course, employees must also be able to perform 

precaution to prevent mistakes that have been 

made do not happen again. 

 

 

 



REFERENCES 

Anderson, E., Fornell, C., & Lehmann, D. (1994). Customer 

satisfaction, market share, and profitability: findings 

from  

Sweden. Journal of Marketing, Vol. 58, 53-66. 

 

Assegaff, M., 2009.‖Pengaruh Kualitas Pelayanan Terhadap 

Kepuasan Pelanggan (Studi Pada Perusahaan 

Penerbangan PT. Garuda Di Kota Semarang)‖. Jurnal 

Ekonomi dan Bisnis. Vol. 10. No. 2. Juli. Hal. 171 – 

186. Unisulla Semarang. Semarang. 

 

Bhatia, P., 2002. Hurry up and eat. Wall Street Journal, June 

21, p.  

W1. 

 

Bitner, M. J., (1990). Evaluating service encounters the 

effects of  

physical surroundings and employee responses. 

Journal of Marketing, 52(2), 69-82. 

 

Blocker, Christopher Phillips and Flint, Daniel and Boutin, 

Philip J.,  

Customer Value Anticipation, Customer Satisfaction 

and Loyalty: An Empirical Examination (May 27, 

2010). Industrial Marketing Management, Vol. 40, 

No. 2, February 2011. 

 

Bloemer, J. (1998). investigating derivers of bank loyalty: the  

complex relationship between image, service quality 

and satisfaction. International Journal of Bank 

Marketing, 16 (7), 276-286.  

 

Bloemer, J. (1999). Linking perceived service quality and  



service loyalty: a multi-dimensional perspective.  

European Journal of Marketing, 33(11, 12), 

10821106. 

 

Butcher, K. (2001). Evaluative and relational influences on  

service loyalty. International Journal of Service 

Industry Management, 12(4), 310-327. 

 

Caruana, A. (2002). Service loyalty. The effects of service  

quality and the mediating role of customer 

satisfaction. European Journal of Marketing, 36(7/8), 

811-828. 

 

Colgate, M., Stewart, K., and Kinsella, R. (1996). Customer  

defection: a study of the student market in Ireland. 

International Journal of Marketing, 14(3), 23-29. 

 

Davidshofer;McLeod, S. A. (2005). What is Reliability?. 

 

David Martin-Consurega, Arturo Molina, Águeda Esteban,  

(2007)"An integrated model of price, satisfaction and 

loyalty: an empirical analysis in the service 

sector", Journal of Product & Brand Management, 

Vol. 16 Iss: 7, pp.459 – 468 

 

Decety; Mason (2011). ―Empathy and pro-social behavior in  

rats‖. Science 334 (6061): 1427–1430. 

 

Deshpandé, Rohit and John U. Farley (1999), ―Understanding  

Market Orientation: A Prospectively Designed Meta-

Analysis of Three Market Orientation Scales,‖ in 

Developing a Market Orientation, Rohit Deshpandé, 

ed. Thousand Oaks, CA: Sage Publications 

 

Diaz, A.B.C., and Ruiz, F.J.M. (2002). The consumer's  

http://www.emeraldinsight.com/author/Molina%2C+Arturo
http://www.emeraldinsight.com/author/Esteban%2C+%C3%81gueda


reaction to delays in service. International Journal of 

Service Industry Management, 13(2), 118-140. 

 

Ennew, C.T., and Binks, M.R., (1996). The impact of service  

quality and service characteristics on customer  

retention: small businesses and banks in the UK. 

British Journal of Management, 7, 219-230. 

 

Ehigie, B. O. (2006). Correlates of customer loyalty to their 

bank: a  

case study in Nigeria. International Journal of  

Marketing, 24(7), 494-508. 

 

Farris, Paul W.; Neil T. Bendle; Phillip E. Pfeifer; David J.  

Reibstein (2010). Marketing Metrics: The Definitive 

Guide to Measuring Marketing Performance. Upper 

Saddle River, New Jersey: Pearson Education, Inc.  

 

Fisher, A. (2001). Winning the battle for customers. Journal  

of Financial Services Marketing, 6(2), 77-83. 

 

G H M Pijnenborg, G.H.M., Spikman, J.M., Jeronimus, B.F.,  

Aleman, A. (2012). "Insight inschizophrenia: 

associations with empathy". European Archives of 

Psychiatry and Clinical Neuroscience 263 (4): 299–

307. doi:10.1007/s00406-012-0373-0. PMID 

23076736 

 

Gremler, D. D. & Brown S.W.(1996). Service Loyalty: Its  

Nature, Importance, and Implications: in Advancing 

Service Quality: A Global Perspective. International 

Service Quality Association, 171-180. 

 

Glaveli, N., Petridou, E., Liassides, C., and Spathis, C., 

(2006).  



Service quality: evidence from five Balkan countries. 

Managing Service Quality, 16(4), 380-391. 

 

Guilitnan,Joseph,P,Paul,Gordon W and Madden,Thomas  

J.1997.MarketingManagement.6
th
 edition.McGraw-

Hill Companies.Hal 6 

 

Haron, (1994), International Journal of Bank Marketing, Vol. 

12, No. 1, pp. 32-40. 

 

Hatfield E.; Cacioppo J. L.; Rapson R. L. (1993). ―Emotional  

contagion‖ 

 

Herrmann, A., Wricke, M., & Huber, F. (2000).  

Kundenzufriedenheit durch Preisfairness. Marketing  

ZFP, Vol. 22 No. 2, 131-43 

 

Hui, M. K., and D. Tse. 1996. What to tell consumers in waits  

of different lengths: An integrative model of service 

evaluation. Journal of Marketing 60 (2): 81-90. 

 

Hodges, S.D., & Klein, K.J. (2001). Regulating the costs of  

empathy: the price of being human. Journal of Socio-

Economics. 

 

ISO 9000:2005, Clause 3.2.11 

Jun, M., and Cai, S. (2001). The key determinants of Internet  

banking service quality: a content analysis. 

International Journal of Bank Marketing, 19(7), 276-

291. 

 

Katz, K. L., B. M. Larson, and R. C. Larson. 1991.  



Prescription for the waiting-in-line blues: Entertain, 

enlighten and engage. Sloan Management Review 32 

(2): 44-53. 

 

Keaveney, S., 1995, Customer switching behaviour in service  

industries: An exploratory study, Journal of 

Marketing, 59(2), 71-82. 

 

KhengL. L, Osman M, Ramayah T, Mosahab R, (2010).The  

Impact of Service Quality on Customer Loyalty: A 

Study of Banks in Penang, Malaysia, International 

Journal of Marketing Studies, vol. 2, no 2,pp.57-65. 

 

Kotler, P., Ang, S.H., Leong, S.M., and Tan, C.T. (1999).  

Marketing Management: An Asian Perspective. New 

Jersey: Prentice Hall Inc. 

 

Kurt Matzler, Andreas Würtele, Birgit Renzl, (2006)  

"Dimensions of price satisfaction: a study in the retail  

banking industry", International Journal of Bank 

Marketing, Vol. 24 Iss: 4, pp.216 – 231 

 

Larry, Smith (2001). "Shift-Left Testing" 

 

Leeds B., (1992). „Mystery Shopping Offers‟ clues to Quality  

Service, Marketing, 24(11), November, 24-27 

 

Leslie J. Francis (2011). International Journal of Hindu  

Studies. Vol. 15, No. 3, pp. 293-301 

 

Levesque, T.J., and McDougall, G.H.G. (1993). Managing  

customer satisfaction: the nature of service problems 

and customer exit, voice and loyalty. Asia Pacific 

Journal of Quality Management, 2(2), 40-58. 

 

http://www.emeraldinsight.com/author/Matzler%2C+Kurt
http://www.emeraldinsight.com/author/W%C3%BCrtele%2C+Andreas
http://www.emeraldinsight.com/author/Renzl%2C+Birgit
http://www.drdobbs.com/shift-left-testing/184404768


Levesque, T.J., and McDougall, G.H.G. (1996). Determinants  

of customer satisfaction in retail banking. 

International Journal of Bank Marketing, 14(7), 12-

20. 

 

Lymperopoulos, C., Chaniotakis, I.E., and Soureli, M. (2006).  

The importance of service quality in bank selection 

for mortgage loans. Managing Service Quality, 16(4), 

365-379. 

 

Malhotra, N. K., 2004, Marketing Research: An Applied 

 Orientation, Fourth Edition, New Jersey: Prentice  

Hall. 

 

Meltzoff A.N.; Decety J. (2003). "What imitation tells us  

about social cognition: A rapprochement between  

developmental psychology and cognitive  

neuroscience". Philosophical Transactions of the  

Royal Society B: Biological Sciences 358 (1431):  

491–500. 

 

Ndubisi, N. O., Wah, C. K., & Ndubisi, G. C. (2007).  

Supplier-Customer Relationship Management and  

Customer Loyalty: The Industry Perspective. Journal 

of Enterprise Information Management, 20(2), 222-

236. 

 

NewFielding, S. 2002. First with the news: WHSmith  

achieves 50% reduction in customer waiting time. 

European Retail Digest 35:1-3. 

 

Newman, K. (2001). Interrogating SERVQUAL: a critical  

assessment of service quality measurement in a high 

street retail bank. international Journal of Bank 

Marketing, 19(3), 126-139. 



 

Ngoc K.M. and Uyen T. T., (2015), Factors Affecting Guest  

Perceived Service Quality, Product Quality, and 

Satisfaction–A Study of Luxury Restaurants in Ho 

Chi Minh City, Vietnam, Journal of Advanced 

Management Science Vol. 3, No. 4. 

 

Panda, T. K. (2003). Creating customer lifetime value through  

CRM in financial services industry. Journal of 

Services Research, 2(2), 157-171. 

 

Parasuraman, A., Zeithaml, V.A. & Berry, L.L. (1994).  

Alternative scales for measuring service quality: a  

comparative assessment based on psychometric and  

diagnostic criteria. Journal of Retailing, 70(3), 201- 

230. 

 

Pruyn, A., and A. Smidts. 1998. Effects of waiting on the  

satisfaction with the service: Beyond objective time  

measurements. International Journal of Research in  

Marketing 15 (4): 321-34. 

 

Rust, R. T., & Zahorik, A. J. (1993). Customer satisfaction,  

customer retention, and market share. J. Retail. 

Summer, 69, 193-215. 

 

Ruyter, K. (1997). Measuring service quality and service  

satisfaction: an empirical test of an integrative model. 

Journal of Economic Psychology, 18, 387-406. 

 

Schwartz W., (2013). "The parameters of empathy: Core  

Considerations for psychotherapy and 

supervision". Advances in Descriptive Psychology 
 

Snyder, C. R., Shane J. Lopez, and Jennifer T. Pedrotti.,  



(2011), Positive Psychology: The Scientific and 

Practical Explorations of Human Strengths. Second 

ed. Los Angeles: SAGE,. 267–75. Print. 

 

Storbacka, K. Strandvik, T. and Gronroos, C. (1994)  

"Managing customer relationships for profit", 

International Journal of Service Industry 

Management, vol 5, no 5, 1994, pp 21-28. 

 

Sugiyono., 2001, Metode Penelitian Administrasi, Bandung: 

  Alfabeta. 

 

Sureshchandar, G. S., Rajendran, C., & Anantharaman, R. N.  

(2003). Customer perceptions of service quality in the 

banking sector of a developing economy: a critical 

analysis. International Journal of  Marketing, 21(5), 

233-242. 

 

Susanti, Christina Esti (2014) Influence of service quality and 

the atmosphere towards loyalty through customer satisfaction 

in boutique hotel in East Java, Indonesia. In: 12th 

APacCHRIE Conference 2014, 21-24 May, 2014, Subang 

Jaya, Malaysia. 

 

Szuchman, P., and W. Tesoriero. 2004. Hurry up and putt— 

With iron hand, golf marshals get rough on slow 

duffers: Mr. Blanco’s marching orders. Wall Street 

Journal, April 9, W1. 

 

Szymigin, I., and Carrigan, M. (2001). Wherefore customer  

loyalty? Journal of Financial Services Marketing, 

6(2), 6-8. 

 

Trochim, Reliability (2015) 

 

http://repository.wima.ac.id/1439/
http://repository.wima.ac.id/1439/
http://repository.wima.ac.id/1439/
http://www.socialresearchmethods.net/kb/reliable.php


Varki, Sajeev and Mark Colgate (2001), ―The Role of Price  

Perceptions in an Integrated Model of Behavioral 

Intentions,‖ Journal of Service Research, 3 (3), 232-

240. 

 

Woodruff, R. B., E. R. Cadotte, and R. L. Jenkins. 1983.  

Modeling consumer satisfaction process using  

experience-based norms. Journal of Marketing 

Research 20 (3): 296-304. 

 

Xia, L., Monroe, K. B., & Cox, J. L. (2004). The Price Is  

Unfair! A Conceptual Framework of Price Fairness 

Perceptions. Journal of Marketing, 68(October), 1-15. 

 

Yamin,S., dan Kurniawan, H., 2009, SEM:Belajar Lebih

 Mudah  Teknik Analisis Data Kuesioner dengan  

LISREL-PLS,  Jakarta: Salemba Infotek. 

 

Zeithaml, V. A., Berry, L.L. & Parasuraman, A. (1996). The  

behavioural consequences of service quality. Journal 

of Marketing Management, 60(No. April), 31-46. 

 

http://asq.org/learn-about-quality/quality-assurance-qua;ity-

control/overview/overview.html 

 

http://bisnisukm.com/faktor-utama-yang-diperhatikan-dalam-

menentukan-harga.html 

 

http://blog.clientheartbeat.com/why-customer-satisfaction-is-

important/ 

 

http://cultureofempathy.com/references/definitions.htm 

 

http://dedylondong.blogspot.co.id/2012/04/kepuasan-

pelanggan-customer.html 

http://asq.org/learn-about-quality/quality-assurance-qua;ity-control/overview/overview.html
http://asq.org/learn-about-quality/quality-assurance-qua;ity-control/overview/overview.html
http://bisnisukm.com/faktor-utama-yang-diperhatikan-dalam-menentukan-harga.html
http://bisnisukm.com/faktor-utama-yang-diperhatikan-dalam-menentukan-harga.html
http://blog.clientheartbeat.com/why-customer-satisfaction-is-important/
http://blog.clientheartbeat.com/why-customer-satisfaction-is-important/
http://cultureofempathy.com/references/definitions.htm
http://dedylondong.blogspot.co.id/2012/04/kepuasan-pelanggan-customer.html
http://dedylondong.blogspot.co.id/2012/04/kepuasan-pelanggan-customer.html


https://en.wikipedia.org/wiki/Empathy#cite_note-

Pijnenborg2012-6 

 

https://en.wikipedia.org/wiki/Premium_pricing 

 

https://explorable.com/research-variables 

 

https://nayaakyasazilvi.wordpress.com/2014/07/11/loyalitas-

pelanggan/ 

 

https://nayaakyasazilvi.wordpress.com/2014/07/11/loyalitas-

pelanggan/ 

 

http://onlinelibrary.wiley.com/doi/10.1111/j.1754-

7121.1980.tb00316.x/abstract 

 

http://pengertian-dan-contoh.blogspot.co.id/2013/03/faktor-

faktor-yang-mempengaruhi-tingkat.html 

 

http://smallbusiness.chron.com/different-types-pricing-

strategy-4688.html 

 

https://tesisdisertasi.blogspot.co.id/2010/09/dimensi-dan-

indikator-kualitas.html 

 

https://tesisdisertasi.blogspot.co.id/2010/07/dimensi-kualitas-

pelayanan.html 

 

http://www.aqr.org.uk/glossary/reliability 

 

http://www.businessdictionary.com/definition/price.html#ixzz

41oGmG2Lj 

 

http://www.businessdictionary.com/definition/customer-

loyalty.html 

https://en.wikipedia.org/wiki/Empathy#cite_note-Pijnenborg2012-6
https://en.wikipedia.org/wiki/Empathy#cite_note-Pijnenborg2012-6
https://en.wikipedia.org/wiki/Premium_pricing
https://explorable.com/research-variables
https://nayaakyasazilvi.wordpress.com/2014/07/11/loyalitas-pelanggan/
https://nayaakyasazilvi.wordpress.com/2014/07/11/loyalitas-pelanggan/
https://nayaakyasazilvi.wordpress.com/2014/07/11/loyalitas-pelanggan/
https://nayaakyasazilvi.wordpress.com/2014/07/11/loyalitas-pelanggan/
http://onlinelibrary.wiley.com/doi/10.1111/j.1754-7121.1980.tb00316.x/abstract
http://onlinelibrary.wiley.com/doi/10.1111/j.1754-7121.1980.tb00316.x/abstract
http://pengertian-dan-contoh.blogspot.co.id/2013/03/faktor-faktor-yang-mempengaruhi-tingkat.html
http://pengertian-dan-contoh.blogspot.co.id/2013/03/faktor-faktor-yang-mempengaruhi-tingkat.html
http://smallbusiness.chron.com/different-types-pricing-strategy-4688.html
http://smallbusiness.chron.com/different-types-pricing-strategy-4688.html
https://tesisdisertasi.blogspot.co.id/2010/09/dimensi-dan-indikator-kualitas.html
https://tesisdisertasi.blogspot.co.id/2010/09/dimensi-dan-indikator-kualitas.html
https://tesisdisertasi.blogspot.co.id/2010/07/dimensi-kualitas-pelayanan.html
https://tesisdisertasi.blogspot.co.id/2010/07/dimensi-kualitas-pelayanan.html
http://www.aqr.org.uk/glossary/reliability
http://www.businessdictionary.com/definition/price.html#ixzz41oGmG2Lj
http://www.businessdictionary.com/definition/price.html#ixzz41oGmG2Lj
http://www.businessdictionary.com/definition/customer-loyalty.html
http://www.businessdictionary.com/definition/customer-loyalty.html


 

http://www.entrepreneur.com/article/244138 

 

http://www.oecd-ilibrary.org/governance/government-at-a-

glance-2013/responsiveness-of-public-services-

timeliness_gov_glance-2013-54-en 

 

http://www.socialresearchmethods.net/kb/reliable.php 

 

http://www.entrepreneur.com/article/244138
http://www.oecd-ilibrary.org/governance/government-at-a-glance-2013/responsiveness-of-public-services-timeliness_gov_glance-2013-54-en
http://www.oecd-ilibrary.org/governance/government-at-a-glance-2013/responsiveness-of-public-services-timeliness_gov_glance-2013-54-en
http://www.oecd-ilibrary.org/governance/government-at-a-glance-2013/responsiveness-of-public-services-timeliness_gov_glance-2013-54-en
http://www.socialresearchmethods.net/kb/reliable.php

