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ABSTRAK 

 

Andy Wijaya / 27090162 / 2013 / Pengaruh service quality dan customer value terhadap word 

of mouth melalui  customer satisfaction pada Restoran Hakata Ikkousha, Kelapa Gading 

Jakarta Utara / Dr. Tony Sitinjak, M.M. 

Pelanggan memilih restoran yang mereka datangi karena ada nilai-nilai yang dapat dirasakan 

di restoran tersebut. Maka dari itu restoran harus mampu menciptakan nilai pelanggan yang 

kuat sehingga pelanggan yang datang dapat memenuhi nilai-nilai yang ingin mereka puaskan. 

Restoran juga harus mampu memberikan kualitas layanan yang baik serta unik sehingga 

membuat suatu restoran berbeda dengan restoran lainnya. Sehingga dengan nilai pelanggan 

dan kualitas layanan yang baik serta efektif yang dilakukan restoran, akan membuat 

pelanggan menjadi puas dan akan kembali datang untuk bersantap disana. Selain itu akan 

tercipta word of mouth, dimana saat pelanggan yang puas akan menceritakan pengalaman 

mereka bersantap di restoran serta merekomendasikan restoran tersebut pada orang lain. 

Objek penelitian ini adalah Restoran Hakata Ikkousha. Penelitian ini dilakukan di Restoran 

Hakata Ikkousha Kelapa Gading  Jakarta Utara dengan responden sebanyak 175 orang. 

Teknik pengambilan sampel yang akan digunakan adalah teknik Non-Probability Sampling 

dengan menggunakan metode Judgement / Purposive Sampling, yaitu teknik pengambilan 

sampel dengan pertimbangan kriteria tertentu yang telah ditentukan terlebih dahulu oleh 

peneliti. Responden yang diambil adalah pelanggan yang sudah pernah mengunjungi restoran 

Hakata Ikkousha Kelapa Gading Jakarta Utara. Penelitian ini menggunakan alat bantu yaitu 

Lisrel 8.54. 

 

Hasil penelitian ini menghasilkan kesimpulan bahwa service quality dan customer value 

berpengaruh positif secara langsung terhadap customer satisfaction, service quality 

berpengaruh positif secara langsung terhadap word of mouth, service quality berpengaruh 

positif secara tidak langsung terhadap word of mouth melalui customer satisfaction, customer 

satisfaction berpengaruh positif secara langsung terhadap word of mouth, dan customer value 

tidak berpengaruh secara positif secara langsung terhadap word of mouth, tetapi berpengaruh 

positif secara tidak langsung terhadap word of mouth melalui customer satisfaction. 

 



 

iv 

 

ABSTRACT 

 

Andy Wijaya / 27090162 / 2013 / Effect of service quality and customer value to word of 

mouth through customer satisfaction on Restoran Hakata Ikkousha Kelapa Gading Jakarta 

Utara / Dr. Tony Sitinjak.,M.M. 

 

Customers choose a restaurant which they go because there are values that can be felt in the 

restaurant. Thus the restaurant should be able to create a strong customer value so that 

customers who come to meet the values can satisfy it. The restaurant also must be able to 

provide good and unique service quality that makes a restaurant different from other 

restaurants. So with customer value and service quality that is good  and effectively done by 

restaurant, will make customers to be satisfied and will come back to dine there. 

Additionally, it will create word of mouth, which satisfied customers will tell their dining 

experience at the restaurant and to recommend the restaurant to others. 

 

Object of this study is the restaurant Hakata Ikkousha. The research was conducted at 

restaurant Hakata Ikkousha Kelapa Gading, North Jakarta with 175 respondents. Sampling 

technique used was Non-Probability Sampling technique using Judgement / purposive 

sampling, which is sampling techniques with criteria predetermined by researcher. 

Respondent taken are customers who have visited the restaurant Hakata Ikkousha Kelapa 

Gading North Jakarta. This study using Lisrel 8:54 software. 

 

Results of this study lead to the conclusion that the service quality and customer value had a 

positive direct effect on customer satisfaction, service quality had a positive direct effect on 

word of mouth, service quality had a positive indirect effect on word of mouth through 

customer satisfaction, customer satisfaction had a positive direct effect on word of mouth, 

and customer value had not positive direct effect on word of mouth, but customer value had 

positive indirect effect on word of mouth through customer satisfaction. 
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