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ABSTRAK 
 

Ester Vinolia / 21179084  / 2021 / Pengaruh Kualitas Layanan dan Kualitas 

Produk Terhadap Loyalitas Pelanggan Starbucks Coffee Jiexpo Kemayoran / 

Pembimbing: Ir. Dergibson Siagian, M.M. 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan, kualitas 

produk  dan loyalitas pelanggan Starbucks Coffee. Melalui penelitian ini, peneliti dapat 

mengetahui besar pengaruh yang terjadi terhadap loyalitas pelanggan. 

Berdasarkan dari tujuan penelitian, hipotesisnya adalah: (1): Kualitas Layanan 

berpengaruh terhadap Loyalitas Pelanggan.; (2): Kualitas Produk berpengaruh terhadap 

Loyalitas Pelanggan. 

Teknik pengambilan sampel dengan non-probability sampling dengan pendekatan 

judgement sampling.Teknik pengumpulan data dalam penelitian ini adalah teknik 

komunikasi adapun desain skala pengukuran yang digunakan kuesioner dengan skala 

Likert.Penelitian ini dengan analisis data yang terkait dengan jumlah sempel sebanyak 155 

responden. Pada tahap analisis dilakukan uji Validitas dan Reliabilitas.Hipotesis penelitian 

data menggunakan analisis Structural Equation Model (SEM) dengan menggunakan 

WarpPLS 7.0 dan SPSS 24.0. 

Hasil penelitian menunjukkan bahwa Starbucks Coffee memiliki kualitas layanan 

yang baik, Starbucks Coffee memiliki kualitas produk yang baik, Kualitas Layanan dan 

Kualitas Produk berpengaruh secara simultan terhadap Loyalitas Pelanggan Starbucks 

Coffee di Jiexpo Kemayoran Jakarta Utara, Kualitas Layanan berpengaruh terhadap 

Loyalitas Pelanggan Starbucks Coffee Jiexpo Kemayoran Jakarta Utara, Kualitas Produk 

berpengaruh terhadap Loyalitas Pelanggan Starbucks Coffee Jiexpo Kemayoran Jakarta 

Utara. 

Setelah proses yang dilakukan dalam penelitian ini, dapat disimpulkan bahwa 

kualitas layanan  dan kualitas produk terbukti berpengaruh terhadap loyalitas pelanggan. 

Kata Kunci : Kualitas Layanan, Kualitas Produk, Loyalitas Pelanggan 

 

 

 

 



 

ABSTRACT 

 Ester Vinolia / 21179084 / 2021/ Effect of Service Quality and Product 

Quality on Starbucks Coffee Customer Loyalty Jiexpo Kemayoran /Instructor:Ir. 

Dergibson Siagian, M.M. 

 This study aims to analyze the effect of service quality, product quality and customer 

loyalty on Starbucks Coffee. Through this research, researchers can find out the influence 

that has on customer loyalty. 

 Based on the research objectives, the hypothesis is: (1): Quality of Service 

influences Customer Loyalty; (2): Product Quality affects Customer Loyalty. 

The sampling technique is non-probability sampling with judgment sampling 

approach. Data collection techniques in this study are communication techniques as well 

as the design of the measurement scale used questionnaires with a Likert scale. This 

research is by analyzing data related to the number of respondents as many as 155 

respondents. In the analysis phase, the validity and reliability tests, construct reliability 

tests were carried out. The data research hypothesis uses Structural Equation Model 

(SEM) analysis by using WarpPLS 7.0 and SPSS 24.0. 

The results show that Starbucks Coffee has good service quality, Starbucks Coffee 

has good product quality, Service Quality and Product Quality simultaneously affect 

Starbucks Coffee Customer Loyalty in Jiexpo Kemayoran, North Jakarta, Quality of 

Service influences Starbucks Coffee Customer Loyalty in Jiexpo Kemayoran, North 

Jakarta , Product Quality affects Starbucks Coffee Customer Loyalty in Jiexpo 

Kemayoran, North Jakarta. 

     After the process carried out in this study, it can be concluded that service 

quality and quality product have proven to have an effect on customer loyalty.  

 

Key Word: Service Quality, Product Quality, Customer Loyalty 
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