ABSTRAK

Food Court adalah salah satu usaha yang menyediakan jasa pelayanan makanan
dan minuman bagi masyarakat umum. Dengan adanya berbagai jenis Food Court
berdasarkan kebutuhan masyarakat, maka tidak mengherankan apabila terdapat
berbagai jenis Food Court yang berdiri dengan berbagai macam menu dan suasana
yang ditawarkan. Berbagai aktivitas individu di luar rumah yang dilakukan,
memaksa mereka untuk makan di luar rumah. Kebiasaan makan di luar rumah
banyak dijumpai terutama bagi para pekerja, eksekutif, maupun di lingkungan
institusi - institusi seperti sekolah dan kampus. Khususnya mahasiswa, mereka
cenderung untuk memanfaatkan Food Court yang berada di dalam kampus karena
kegiatan perkuliahan yang sangat padat di mulai dari pagi sampai sore hari. Dalam
penelitan ini, peneliti hendak menjelaskan dimensi kualitas pelayanan yang
mempengaruhi loyalitas konsumen pada Food Court Universitas Kristen
Maranatha Bandung. Dimana dimensi kualitas pelayanan meliputi tangible,
empathy, reliability, responsiveness, dan assurance. Kualitas pelayanan memiliki
keunggulan yang dapat membuat konsumen menjadi loyal, namun kendala atau
kelemahannya adalah konsumen menganggap masih kurangnya kualitas pelayanan
yang diberikan perusahaan. Penelitian ini dilakukan dengan menyebar kuesioner
pada responden yang pernah mengkonsumsi makanan dan minuman di Food Court
Universitas Kristen Maranatha, Bandung sebanyak 150 responden. Pengujian dan
pengolahan data menggunakan SPSS v.16 dengan menggunakan regresi linear
berganda. Hasil penelitian juga menunjukkan bahwa besarnya pengaruh kualitas
pelayanan terhadap loyalitas konsumen adalah sebesar 11,9% dan sisanya 88,1%
dipengaruhi oleh faktor lain.

Kata-kata kunci: kualitas pelayanan, loyalitas konsumen
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ABSTRACT

Food Court is one of the businesses that provide food and beverage services for
the general public. With the various types of Food Court based on the needs of the
community, it is not surprising that there are many different types of Food Court
who stood with a variety of menu and atmosphere on offer. Various individual
activities carried out outside the house, forcing them to eat outside the home.
Eating habits are often found outside the home, especially for the workers,
executives, as well as in institutions - institutions such as schools and colleges.
Especially students, they tend to take advantage of the Food Court is located on
the campus because the lectures were very solid at the start of the morning until
late afternoon. In this research, the researchers wanted to explain the service
quality dimensions that affect customer loyalty in the Food Court Maranatha
Christian University Bandung. Where the dimensions of service quality include
tangible, empathy, reliability, responsiveness, and assurance. Quality of service
has the advantage of being able to create a loyal customer, but obstacles or
weaknesses are considered consumers still lack the quality of service provided by
the company. The research was conducted by questionnaire spread on respondents
who had consumed food and beverages at the Food Court Maranatha Christian
University, Bandung 150 respondents. Testing and processing of data using SPSS
v.16 using multiple linear regression. The results also showed that the magnitude
of the effect of service quality on customer loyalty was at 11.9% and the remaining
88.1% is influenced by other factors.

Key words: quality of service, customer loyalty.
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