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ABSTRAK

g;_:hrist{rie / 27180359 / 2021 / Pengaruh Kualitas Produk dan Kualitas Layanan Terhadap
gKepuasan Pelanggan pada Restoran HaiDiLao Hotpot di MOI Kelapa Gading / Dosen
Pembimbing : Muhammad Fuad, S.E., MP.

puauws bu

&%
1dI§>1€H

nakin dikenalnya Restoran Hotpot di Indonesia yang menyajikan hidangan yang berasal dari

as di

n({g ra=China ini, dapat menarik perhatian konsumen untuk mengkonsumsi hidangan tersebut.

e|ﬁeq

OEh karena itu, penulis tertarik untuk melakukan penelitian dengan tujuan untuk mengetahui

nesl_gu
&in

p@kar{ kepuasan pelanggan pada Restoran HaiDiLao Hotpot dipengaruhi oleh kualitas produk

d ku;';ll itas layanan.

Jn)es

1
ug bue

ri yang digunakan dalam penelitian ini adalah kualitas produk, kualitas layanan, dan

eAde

k@uasan pelanggan. Diduga kualitas produk dan kualitas layanan berpengaruh positif terhadap

0o

epuasan pelanggan pada Restoran HaiDiLao Hotpot.

Data yang dikumpulkan menggunakan kuesioner melalui google forms kepada 103 responden

%\U\S

ang neénbeli atau mengkonsumsi produk HaiDiLao Hotpot. Sampel dipilih dengan teknik non-
probahility sampling, yaitu judgment sampling. Data dianalisis menggunakan regresi linier

erganda. Penelitian ini dilakukan dari bulan Desember 2021 sampai Maret 2022 dengan

Lunc%_ueauaw\gdu

amelibdtkan 103 responden.

w_uep u

“Penelitian ini menemukan bahwa kualitas produk dan kualitas layanan memiliki pengaruh
gpositifdan sangat efektif terhadap kepuasan pelanggan pada Restoran HaiDiLao Hotpot. Penulis

CSrmenyérankan agar HaiDiLao Hotpot mempertahankan kualitas produk dan kualitas layanan

e

“yang sudah baik

S

?J%LUD

erdasérkan analisis yang telah dilakukan maka dapat disimpulkan bahwa kualitas produk dan
kualitaé layanan berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Dengan
demikian saran yang diberikan adalah perusahaan perlu meningkatkan beberapa kualitas produk
dan kualitas layanan nya.

Katakunci : Kualitas Produk, Kualitas Layanan, dan Kepuasan Pelanggan
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ABSTRACT

—

Christine / 27180359 / 2021 / The Effect of Product Quality and Service Quality on Customer

Q

“Satisfaetion at HaiDiLao Hotpot Restaurant at MOI Kelapa Gading / Supervisor : Muhammad

uaw b
T

CIS
o
[¢)
m
<
o

mbre known Hotpot Restaurants in Indonesia, which serve dishes originating from China,

S d_]‘I’16
g0

an attract the attention of consumers to consume these dishes. Therefore, the authors are

9)8

f;pUI

in rested in conducting research with the aim of knowing whether customer satisfaction at

D|Lao Hotpot Restaurant is influenced by product quality and service quality.

(v}

theory used in this research is product quality, service quality, and customer satisfaction.

19s neie yejbe

]
-@epu@[ﬁu

t

EpLA)

s skispected that product quality and service quality have a positive effect on customer

Aaey ynd

msailsfaﬁlon at HaiDilLao Hotpot Restaurant.

snm

§The dziita was collected using a questionnaire via google forms to 103 respondents who bought

gor corsumed HaiDiLao Hotpot products. The sample was selected using a non-probability

gsampltng technique, namely judgment sampling. Data were analyzed using multiple linear

5regres$ion. This research was conducted from December 2021 to March 2022 involving 103

Srespongdents.

=
Q

Q%This study found that product quality and service quality have a positive and very effective

ginfluem:e on customer satisfaction at HaiDiLao Hotpot Restaurant. The author suggests that

éHaiD[Lao Hotpot maintains good product quality and service quality.
§Base(fon the analysis that has been done, it can be concluded that product quality and service

n
C

Squalityhave a positive and significant effect on customer satisfaction. This the advice given is

(on

“that th company needs to improve some of the quality of its products and service quality.

Keywords: Product Quality, Service Quality, and Customer Satisfaction
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nbuaw b
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