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ABSTRAK 

 

Kevin Nugroho Riovaldy, 2020; Pengaruh Service Quality dan Food Quality 

Terhadap Customer Satisfaction dan Customer Loyalty (Survei Pada 

Konsumen Geprek Bensu). Skripsi, Jakarta: Konsentrasi Manajemen 

Pemasaran, Program Studi S1 Manajemen, Fakultas Ekonomi, Universitas 

Negeri Jakarta. Tim Pembimbing: Dra. Basrah Saidani, M.Si & Ika Febrilia, 

SE., M.M. 

 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh service quality 

terhadap customer satisfaction, untuk mengetahui pengaruh food quality terhadap 

customer satisfaction, untuk mengetahui pengaruh customer satisfaction terhadap 

customer loyalty, untuk mengetahui pengaruh service quality terhadap customer 

loyalty, untuk mengetahui pengaruh food quality terhadap customer loyalty, untuk 

mengetahui pengaruh service quality terhadap customer loyalty yang dimediasi 

oleh customer satisfaction, Untuk mengetahui pengaruh food quality terhadap 

customer loyalty yang dimediasi oleh customer satisfaction. Data yang digunakan 

merupakan data primer dengan instrumen kuesioner. Penelitian ini menggunakan 

jumlah sampel sebanyak 220 responden dengan kriteria setidaknya melakukan 

pembelian di Geprek Bensu minimal lebih dari 3 kali (>3x). Teknis analisis data 

menggunakan SPSS versi 23 dan SEM (Structural Equation Model) dari software 

AMOS versi 22. Hasil dari penelitian menunjukkan bahwa variabel service 

quality tidak berpengaruh terhadap customer satisfaction dan customer loyalty. 

Food quality berpengaruh terhadap customer satisfaction dan customer loyalty. 

Customer satisfaction berpengaruh terhadap customer loyalty dan berfungsi 

sebagai mediasi sempurna antara food quality dan customer loyalty. 

 

Kata Kunci. Service Quality, Food Quality, Customer Satisfaction, Customer 

Loyalty,GeprekBensu.
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ABSTRACT 

 

Kevin Nugroho Riovaldy, 2020; The Influence of Service Quality and Food 

Quality On Customer Satisfaction and Customer Loyalty (Survey of Geprek 

Bensu Costomers). Thesis, Jakarta: Marketing Management Concentration, 

Study Program S1 Management, Faculty Economics, State University of 

Jakarta. Counselor Team: Dra. Basrah Saidani, M.Si & Ika Febrilia, SE., 

M.M. 

 

The purpose of this study was to determine the effect of service quality on 

customer satisfaction, to determine the effect of food quality on customer 

satisfaction, to determine the effect of customer satisfaction on customer loyalty, 

to determine the effect of service quality on customer loyalty, to determine the 

effect of food quality on customers loyalty, to determine the effect of service 

quality on customer loyalty mediated by customer satisfaction, to determine the 

effect of food quality on customer loyalty mediated by customer satisfaction. The 

data used are primary data with questionnaire instruments. This study used a 

sample of 220 respondents with the criteria of at least making purchases at 

Geprek Bensu at least more than 3 times (> 3x). Technical analysis of data using 

SPSS version 23 and SEM (Structural Equation Model) from AMOS software 

version 22. The results of the study indicate that service quality variables have no 

effect on customer satisfaction and customer loyalty. Food quality affects 

customer satisfaction and customer loyalty. Customer satisfaction affects 

customer loyalty and serves as a perfect mediation between food quality and 

customer loyalty. 

 

Keywords. Service Quality, Food Quality, Customer Satisfaction, Customer 

Loyalty, Geprek Bensu. 
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MOTTO DAN PERSEMBAHAN 

 

 

“Dan (ingatlah juga), tatkala Tuhanmu memaklumkan; “Sesungguhnya jika kamu 

bersyukur, pasti Kami akan menambah (nikmat) kepadamu, dan jika kamu 

mengingkari (nikmat-Ku), maka sesungguhnya azab-Ku sangat pedih”. 

Surat Ibrahim Ayat 7 
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