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ABSTRAK

Bisnis retaurant saat ini sedang meningkat dipasaran. Para pemilik usaha
harus dapat mempertahankan pangsa pasarnya. Restauran harus menciptakan
konsep yang berbeda untuk menarik minat konsumen untuk melakukan pembelian.
Restoran Pepper Lunch merupakan salah satu restoran cepat saji yang dapat
menarik banyak konsumen di Indonesia bukan hanya dapat menarik melainkan
Pepper Lunch mampu mempertahankan konsumen sejak awal 2006 hingga
sekarang Pepper Luch masih banyak kita jumpai di mal-mal Indonesia.

Penelitian ini bertujuan untuk mengukur tingkat pengaruh service quality
dan perceived quality terhadap customer loyalty melalui customer satisfaction pada
Pepper Lunch Tunjungan Plaza Surabaya. Sampel yang digunakan dalam penelitian
ini berjumlah 150 responden yang pernah melakukan transaksi pembelian dan
mempunyai atau tidaknya member yang berkerja sama dengan Pepper Lunch. Data
dikumpulkan menggunakan kuesioner dan diolah menggunakan teknik Structural
Equation Model (SEM) dengan alat analisis Lisrel.

Hasil penelitian ini menunjukkan bahwa Service Quality memiliki pengaruh
negatif ternadap Customer Satisfaction, Perceived Quality memiliki pengaruh
positif terhadap Customer Satisfaction, Customer Satisfaction memiliki pengaruh
positif terhadap Customer Loyalty, Sevice Quality memiliki pengaruh negatif
terhadap Customer Loyalty melalui Customer Satisfaction, dan Perceived Quality
memiliki pengaruh negatif terhadap Customer Loyalty melalui Customer
Satisfaction pada Pepper Lunch Tunjungan Plaza Surabaya.

Kata Kunci: Service Quality, Perceived Quality, Customer Satisfaction, and
Customer Loyalty.
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THE EFFECT OF SERVICE QUALITY AND PERCEIVED QUALITY ON
CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION IN
PEPPER LUNCH TUNJUNGAN PLAZA SURABAYA

ABSTRACT

The retaurant business is currently increasing in the market. Business
owners must be able to maintain their market share. Restaurants must create
different concepts to attract consumers to make purchases. Restaurant Pepper
Lunch is one the fast food restaurants that can attract a lot of consumers in
Indonesia. Pepper Lunch can not only be attractive but also able to retain
consumers. Since the beginning of 2006 until now we still find Pepper Lunch in
many malls in Indonesia.

This study aims to measure the level of influence of service quality and
perceived quality on customer loyalty through customer satisfaction at Pepper
Lunch Tunjungan Plaza Surabaya. The sample used in this study amounted to 150
respondents who had made a purchase transaction and who had or who did not have
members who worked with Pepper Lunch. Data are collected by using
questionnaires and processed by using Structural Equation Model (SEM)
techniques with Lisrel analysis tools.

The results of this study indicate that Service Quality has a negative
influence on Customer Satisfaction, Perceived Quality has a positive influence on
Customer Satisfaction, Customer Satisfaction has a positive influence on Customer
Loyalty, Sevice Quality has a negative influence on Customer Loyalty through
Customer Satisfaction, and Perceived Quality has a negative influence on Customer
Loyalty through Customer Satisfaction at Pepper Lunch Tunjungan Plaza Surabaya.

Keywords: Service Quality, Perceived Quality, Customer Satisfaction, and
Customer Loyalty.
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