ABSTRAK

Sheril Agustina, 2009 “Kualitas Pelayanan Jasa Terhadap Loyalitas
Konsumen Pada Restoran Shin Men Bandung ’, di bawah bimbingan Prof.
Dr. H. Sucherly, SE., MS.

Dari penelitian diketahui besarnya korelasi pearson antara kualitas pelayanan jasa
dengan loyalitas konsumen dengan tingkat loyalitas 0.821, kemudian didapat
besaran koefisien determinasi sebesar 67.5% yang artinya 67.5% dari loyalitas
konsumen dipengaruhi oleh kualitas pelayanan jasa, sisanya 32.5% mempunyai
arti bahwa loyalitas konsumen dipengaruhi oleh variabel-variabel lain. Kualitas
pelayanan jasa di Restoran Shin Men, Bandung meliputi 5 indikator yang harus
diperhatikan, yaitu: Tangible, Reliability, Assurance, Resposiveness, Empathy.
Metode penelitian yang digunakan penulis adalah metode deskriptif dan
verifikatif, tipe penelitian ini adalah tipe penelitian statistik deskriptif. Unit
analisis penelitian ini adalah individual yaitu para konsumen Restoran Shin Men
yang sering berkunjung ke Restoran Shin Men, Bandung yang sering berkunjung
ke Restoran Shin Men, Bandung.

Kata kunci: Kualitas Pelayanan Jasa, Loyalitas Konsumen
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ABSTRACK

Sheril Agustina, 2009 “Service Quality on Shin Men Restaurant, Bandung To
Customers Loyalty”’, under supervision Prof. Dr. H. Sucherly, SE., MS.

From the research was known by the correlation size pearson between the quality
service and customers loyalty was 0,821, afterwards was gotten the coeficients of
determination was 67.5%. It means that 67.5% of the customers loyalty was
influence by service quality, the rest 32.5% had the meaning that customer loyalty
was influence by other variables. The service quality on Shin Men Restaurant,
Bandung includes 5 important indicators that is Tangible, Reliability, Assurance,
Resposiveness, Empathy. The research method that was used by the writer was
descriptive method and verifikatif. The type of the reseach was the statistics
descriptive reseach.The unit analysis of the research was individual consumers
that often visit to Shin Men Restaurant, Bandung.
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