ABSTRAK

Penelitian Pengaruh Kepuasan Konsumen terhadap Kesetiaan Merekpada Restoran cepat
saji KFC, kepuasan konsumen diukur melalui Attributes related to the product, Attributes related
to the service, Attributesrelated to the purchase, kesetiaan merek diukur melalui habitual
behaviour, switching cost, satisfaction, liking of the brand, dan commitment.

Metode penelitian yang digunakan dalam penelitian ini adalah metode asosiatif. Populasi
dalam penelitian ini adalah konsumen KFCdi Bandung. Teknik penentuan sampel yang
digunakan dalam penelitian ini yaitu konsumen KFC yang melakukan pembelian ulang lebih dari
dua kali di Bandung yang berjumlah 124 orang. Sedangkan metode analisis yang digunakan
dalam penelitian ini adalah analisis regresi linear berganda pada taraf signifikansi sebesar
5%.Program yang digunakan dalam menganalisis data menggunakan Statistical Package for
Social Sciences (SPSS) Ver.20.00.

Hasil penelitian mengungkapakan bahwa kepuasan konsumen pada Restorancepat saji
KFC, kepuasan konsumen diukur melaluiAttributes related to the product, Attributes related to
the service, Attributesrelated to the purchase, secara signifikan terhadap loyalitas merek KFC di
Bandung. Jadi semkin tinggi penerapan strategi kepuasan konsumen, maka akan semakin tinggi
pula loyalitas merek. Sedangkan besarnya kepuasan konsumen dalam memberikan konstribusi
pengaruh terhadap loyalitas merek sebesar 67,9%.

Kata kunci: kepuasan, loyalitas merek.
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ABSTRACT

This is a research which observes the relationship between customer satisfaction and
their loyalty to Fast Food Restaurant in KFC. The customer satisfaction is measured through
some attributes such as, attributes related to the product, attributes related to the service, and
attributes related to the purchase. Meanwhile, the loyalty of its brand is measured through
habitual behaviour, switching cost, satisfaction, liking of the brand and commitment.

The method used in this research is associative method. Population in this research is
that consumers KFC in Bandung. Sampling technique used in this research that KFC customers
who make repeat purchases more than two time in Bandung totaling 124 people. While the
methods of analysis used in this study is a double linear regression analysis at a significance
level of 5%. Programs used in analyzing the data using the Statistical Package for Social
Sciences (SPSS) Ver.20.00.

The results showed that satisfaction consumen in Fast Food Restaurant in KFC,
satisfaction consumen measure by Attributes related to the product, Attributes related to the
service, Attributes related to the purchase, significantly influences brand loyalty KFC in
Bandung. So is higher adoption of satisfaction consumen, eat the higher the brand loyalty. While
the amount of satisfaction consumento contribute an influence on brand loyalty by 67,9%.

Keywords: Satisfaction Consumen and Brand Loyalty.
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