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ABSTRAK 

Deo Amando Majali / 23160403 / 2020 / Pengaruh Kualitas Produk Dan Kualitas Layanan 

Terhadap Kepuasan Pelanggan Raa Cha Suki & Bbq / Muhammad Fuad, S.E., MP. 

Di era globalisasi saat ini persaingan di pasar domestik maupun internasional bisa 

disebut sangat kompetitif. Hal ini dapat terjadi karena banyak pesaing bisnis yang bergerak 

dibidang kuliner. Salah satunya yaitu saat ini banyak bermunculan perusahaan yang melakukan 

inovasi di bidang kuliner ini seperti kuliner makan sepuasnya atau biasa disebut all you can 

eat. Pertumbuhan jumlah perusahaan bidang kuliner yang semakin hari semakin banyak 

menyebabkan persaingan semakin ketat diantara perusahaan kuliner di Indonesia. Perusahaan 

- perusahaan kuliner yang ada ini harus rutin dalam memberikan kualitas produk terbaik kepada 

konsumen, serta memperbaiki kualitas layanan dan meningkatkan kepuasaan pelanggan. 

Kepuasan pelanggan menjadi faktor yang penting untuk meningkatkan profit serta membina 

hubungan baik antara perusahaan dan konsumen. Pertanyaannya adalah, bagaimana pengaruh 

kualitas produk dan kualitas layanan terhadap kepuasan pelanggan Raa Cha Suki & Bbq di 

Mall Kelapa Gading. 

Teori yang digunakan dalam penelitian adalah teori kualitas produk, kualitas layanan, 

dan kepuasan pelanggan. Variabel dalam penelitian ini terbagi menjadi dua jenis, yaitu variabel 

independen dan variabel dependen. Variabel independen dalam penelitian ini adalah kualitas 

produk dan kualitas layanan sedangkan variabel dependen dalam penelitian ini adalah kepuasan 

pelanggan. 

Objek penelitian ini adalah Raa Cha Suki & Bbq di Mall Kelapa Gading. Penarikan 

sampel dilakukan dengan cara non probability sampling dengan teknik judgement sampling. 

Metode pengumpulan data pada penelitian ini menggunakan kuesioner.  

Hasil penelitian menunjukkan bahwa terdapat pengaruh yang signifikan secara parsial 

antara kualitas produk terhadap kepuasan pelanggan dan kualitas layanan terhadap kepuasan 

pelanggan. Dan terdapat pengaruh yang signifikan secara bersamaan antara kualitas produk 

dan kualitas layanan terhadap kepuasan pelanggan Raa Cha Suki & Bbq di Mall KelapaGading. 

Kesimpulan yang dapat diambil mengenai pengaruh kualitas produk dan kualitas 

layanan terhadap kepuasan pelanggan Raa Cha Suki & Bbq adalah kualitas produk terbukti 

berpengaruh positif terhadap kepuasan pelanggan dan kualitas layanan terbukti berpengaruh 

negatif terhadap kepuasan pelanggan.  

Kata Kunci: kualitas produk, kualitas layanan, kepuasan pelanggan 
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ABSTRACT 

Deo Amando Majali / 23160403/2020 / The Effect of Product Quality and Service Quality on 

Customer Satisfaction Raa Cha Suki & Bbq / Muhammad Fuad, S.E., MP. 

In the current era of globalization, competition in both domestic and international 

markets can be called very competitive. This can happen because there are many business 

competitors engaged in the culinary field. One of them is that currently there are many 

companies that have made innovations in this culinary field, such as all you can eat culinary 

or commonly called all you can eat. The growth in the number of companies in the culinary 

field is increasingly causing competition to be tighter among culinary companies in Indonesia. 

These existing culinary companies must routinely provide the best quality products to 

consumers, as well as improve service quality and increase customer satisfaction. Customer 

satisfaction is an important factor to increase profits and foster good relations between 

companies and consumers. The question is, how is the influence of product quality and service 

quality on customer satisfaction of Raa Cha Suki & Bbq at Mall Kelapa Gading. 

The theory used in this research is the theory of product quality, service quality, and 

customer satisfaction. The variables in this study are divided into two types, namely the 

independent variable and the dependent variable. The independent variables in this study are 

product quality and service quality, while the dependent variable in this study is customer 

satisfaction. 

The object of this research is Raa Cha Suki & Bbq at Mall Kelapa Gading. Sampling 

was done by means of non probability sampling with judgment sampling technique. The method 

of collecting data in this study using a questionnaire. 

The results showed that there was a partially significant influence between product 

quality on customer satisfaction and service quality on customer satisfaction. And there is a 

significant influence simultaneously between product quality and service quality on customer 

satisfaction Raa Cha Suki & Bbq at Mall KelapaGading. 

The conclusion that can be drawn about the effect of product quality and service quality 

on customer satisfaction Raa Cha Suki & Bbq is that product quality has a positive effect on 

customer satisfaction and service quality has a negative effect on customer satisfaction. 

Keywords: product quality, service quality, customer satisfaction 
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