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Pengaruh Service Quality, Brand Image, dan Price Fairness Terhadap
Customer Satisfaction dan Customer Loyalty di restoran Yoshinoya
Delta Plaza Surabaya

ABSTRAK

Seiring  berkembangnya zaman, dengan ditandai adanya
perkembangan ekonomi, kemajuan industri, dan kemajuan teknologi di
segala bidang, memunculkan banyak persaingan di dalam dunia usaha.
Setiap perusahaan di dunia dituntut untuk menciptakan keunggulan
kompetitif yang berkesinambungan dalam menghadapi pesaing baru yang
bergerak di industri yang sama.

Penelitian ini bertujuan untuk mengetahui pengaruh Service Quality,
Brand Image, dan Price Fairness Terhadap Customer Satisfaction dan
Customer Loyalty di restoran Yoshinoya Delta Plaza Surabaya. Teknik
analisis data yang digunakan adalah SEM (Structural Equation Modelling)
dan menggunakan program LISREL.

Penelitian ini mengambil 150 responden sebagai sampelnya yang
pernah makan di restoran Yoshinoya Delta Plaza dalam 6 bulan terakhir,
berusia minimal 17 tahun, dan berdomisili di Surabaya. Hasil penelitian ini
menunjukkan bahwa Service Quality berpengaruh signifikan dan positif
terhadap Customer Satisfaction, Brand Image berpengaruh signifikan dan
positif terhadap Customer Satisfaction, Price Fairness berpengaruh
signifikan dan positif terhadap Customer Satisfaction, dan Customer
Satisfaction berpengaruh signifikan dan positif terhadap Customer Loyalty
di restoran Yoshinoya Delta Plaza Surabaya. Hasil ini diperkuat dengan
hasil uji Validitas, reliabilitas, dan pengujian kecocokan model pada
masing-masing indikator pada setiap variabel.

Kata kunci: Service Quality, Brand Image, Price Fairness Customer
Satisfaction, Customer Loyalty.
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The Effect of Service Quality, Brand Image, and Price Fairness Against
Customer Satisfaction and Customer Loyalty in the restaurant Yoshinoya
Delta Plaza Surabaya

ABSTRACT

As time, marked by the development of economic, industrial
progress, and technological advances in all areas, led to a lot of
competition in the business world. Every company in the world are required
to create a sustainable competitive advantage in the face of new
competitors operating in the same industry.

This study aimed to find out and explain the influence of Service
Quality, Brand Image, and Price Fairness Against Customer Satisfaction
and Customer Loyalty in the restaurant Yoshinoya Delta Plaza Surabaya.
Data analysis technique used is SEM (Structural Equation Modelling) and
using LISREL program.

This study took a sample of 150 respondents who have ever eaten
in a restaurant Yoshinoya Delta Plaza in the last 6 months, aged at least 17
years, and is domiciled in Surabaya. These results indicate that the Service
Quality significant and positive impact on Customer Satisfaction, Brand
Image significant and positive impact on Customer Satisfaction, Price
Fairness significant and positive impact on Customer Satisfaction and
Customer Satisfaction significant and positive impact on customer loyalty in
the restaurant Yoshinoya Delta Plaza Surabaya. These results were
confirmed by the results of test validity, reliability, and compatibility testing
of models in each of the indicators in each variable.

Keywords: Service Quality, Brand Image, Price Fairness Customer
Satisfaction, Customer Loyalty.
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