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ABSTRACT 
 

The quality of service is very important considering that a satisfied customer will 

establish loyalty;thusre-using the services provided and saying complimentary things 

about the company. This research discusseshow the service quality of Hoka-Hoka 

Bento Restaurant in Istana Plaza Bandung influences the loyalty its customers. The 

influence of service quality can beassessed from the components consisting of 

tangibles, reliability, responsiveness, assurance, and empathy.  This research utilizes 

the multiple linear regression  method towards 115 respondents using SPSS17.0. The 

influence of service quality that is equal to 64%, in which the value is large enough 

to influence the loyalty of the customer.  

Keywords: Quality Service, Customer Satisfaction, Tangibles, Reliability, 

Responsiveness, Assurance, Empathy. 
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ABSTRAK 
 

          Kualitas pelayanan sangat penting mengingat bahwa pelanggan yang puas 

akan membentuk loyalitas dengan kembali mempergunakan jasa tersebut dan 

mengatakan hal-hal yang baik tentang perusahaan. Penelitian ini membahas tentang 

bagaimana pengaruh kualitas pelayanan Restoran Hoka-Hoka Bento terhadap 

loyalitas pelanggannya Istana Plaza Bandung. Pengaruh kualitas pelayanan dapat 

dinilai dari komponen yang terdiri dari tangibles, reliability, responsiveness, 

assurance, dan empathy.  Penelitian ini menggunakan metode regresi linier berganda 

terhadap 115 responden dengan menggunakan program SPSS 17.0. Pengaruh 

kualitas pelayanan sebesar 64%, dimana nilai tersebut cukup besar pengaruhnya 

terhadap loyalitas pelanggan.  

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Tangibles, Reliability, 

Responsiveness, Assurance, Empathy. 
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