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ABSTRAK

-Ade Anugrah Putra / 24189083 / 2019 / Pengaruh Kualitas Layanan Dan Kepuasan
SKonsumen Terhadap Loyalitas Konsumen Dunkin Donuts Di Sunter Podomoro / Ir. Tumpal

Q

J.R. Sitinjak, M.M

= 3Di zaman yang semakin modern persaingan dalam dunia bisnis makanan dan
:mﬁ\uman (Food and Beverage) semakin pesat. Saat ini masyarakat Indonesia mulai beralih
cmenyantap roti sebagai camilan pengganjal rasa lapar dan pengganti nasi. Perusahaan-

pétusahaan roti yang ada ini harus rutin dalam memberikan promosi kepada konsumen, serta

nl
D,

cmempgrbaiki kualitas layanan dan meningkatkan kepuasaan pelanggan. Semua ini dilakukan
‘“demi tercapainya loyalitas konsumen. Penelitian ini bertujuan untuk menganalisa kualitas
Dlaganan, dan kepuasan konsumen terhadap loyalitas konsumen Dunkin Donuts di Sunter

Busw

Q e
sPqdonioro.
>3

= § zLoyalitas Konsumen terdiri dari 4 dimensi yaitu melakukan pembelian berulang

csecaraieratur, membeli antar lini produk barang dan jasa, mereferensikan kepada orang lain,
gdag_m menunjukkan kekebalan terhadap tarikan dari pesaing. Kualitas Layanan terdiri dari 5
—dimensi yaitu Reliability, Responsiveness, Assurance, Empathy, dan Tangibles. Sedangkan
~Kepuasan Konsumen terdiri dari 5 dimensi yaitu Serviceability, Communication, Courtesy,
wTangihles, dan Understanding Customer.

5 Metode penelitian yang dilakukan adalah metode Non Probability Sampling dengan
-=mengumpulkan data melalui kuesioner dengan menyebarkan kepada 100 responden yang
smerupakan konsumen Dunkin Donuts di Sunter Podomoro. Alat ukur dalam penelitian
“adalahZLji validitas, uji realibilitas, presentase, skala likert, uji asumsi klasik, dan uji regresi
“linier Berganda. Alat bantu yang digunakan adalah SPSS 20.0.

u

3 Hasil penelitian ini menemukan bahwa kualitas layanan dan kepuasan konsumen
Qiterbukti berpengaruh positif terhadap loyalitas konsumen.

; Penelitian ini menghasilkan kesimpulan bahwa kualitas layanan dan kepuasan
okonsumen berpengaruh positif dan signifikan yang artinya bahwa konsumen mempunyai
apengalaman positif sehingga memunculkan loyalitas konsumen

= &

]
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ABSTRACT

-Ade Anugrah Putra / 24189083 / 2019 / Effect of Service Quality, Customer Satisfaction On
“Customer Loyalty of Dunkin Donuts at Sunter Podomoro / Ir. Tumpal J.R. Sitinjak, M.M

w_bueue)

“In this era, the competition in food and beverage industry grows rapidly. Nowadays,
-Indonesian society is starting to consume bread as the substitution meal of cooked rice. All
é)thi bakery should give promotion to the consumers, and maintain the service quality also
cinereage customer satisfaction. All of this is addressed to reach Consumers Loyalty. The
TJo@ective of this study is to analyze how big the influence of promotion, service quality,

n
(¢

occrnsumer satisfaction on consumers loyalty in Dunkin Donuts at Sunter Podomoro.

npun

ZConsumer Loyalty consists 4 dimensions, they are: continuously purchase, purchase
o)} ~} - - - - .

roduct line and service, reference the product to relations, and be insusceptible from
c@apeﬁtor’s attraction. Service Quality consists 5 dimensions, they are: Reliability,
“Responsiveness, Assurance, Empathy, and Tangibles. While Consumers Loyalty consists

eé? uelbe

asn
P

gseiviceability, Communication, Courtesy, Tangibles, and Understanding Customer.
g = ZThe research method used is non probability sampling by collecting data through

“guestionnaires by spreading to 100 respondents who are consumers of Dunkin Donuts in
=Sunter=Podomoro. The measuring instrument in the research is the validity test, reliability
=test, percentage, likert scale, classical assumption test, multiple liniear regression test. The
stool used is SPSS 20.0.

]

S

The results of this study found that service quality and customer satisfaction were
gproven to have a positive effect on consumer loyalty

w edu

njued

“This study resulted in the conclusion that service quality and customer satisfaction
shave @ positive and significant effect, which means that consumers have a positive
cexperiénce that raises consumer loyalty.

:Jaquins ueyingaiuaw uep u
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Luﬁue
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e
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eje ueibeqas dignbus

QD
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(v}
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