ABSTRAK

Dalam dunia industri, loyalitas pelanggan merupakan ukuran keberhasilan dalam
usaha pelayanan jasa. Pelanggan akan merasa jauh lebih puas manakala kebutuhan
mereka dapat terpenuhi melebihi apa yang diharapkan. Café merupakan salah satu
layanan jasa yang bergerak dalam bidang jasa kuliner dimana kualitas pelayanan,
kepuasan pelanggan serta loyalitas pelanggan adalah faktor utama yang harus
ditingkatkan dan dijaga demi kelangsungan hidup café tersebut. Penelitian ini
bertujuan untuk mengetahui pengaruh kualitas pelayanan dan kepuasan pelanggan
terhadap loyalitas pelanggan tiga café di Bandung. Penelitian ini menggunakan
teori Service Quality, Parasuraman. Penelitian ini dilandaskan oleh penelitian
yang dilakukan oleh Lo Liang Kheng, (2010). Metode yang digunakan dalam
penelitian ini adalah desriptif kuantitatif, objek dalam penelitian ini berjumlah
171 responden dari tiga cafe. Data dianalisa menggunakan analisis regresi
sederhana dan berganda. Hasil penelitian menunjukan bahwa kualitas pelayanan
dan kepuasan pelanggan berpengaruh positif signifikan terhadap loyalitas
pelanggan. Dengan demikian semakin tinggi kualitas pelayanan, semakin tinggi
pula kepuasan yang dirasakan oleh pelanggan dan tentu saja loyalitas pelanggan
juga semakin tinggi.
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ABSTRACT

In hospitality industry, customers’ loyalty is one of the measurements of success
in service industry. Customers feel much more satisfied when their needs can be
fulfilled beyond their expectation. Cafes are one kind of industries that offer
service in culinary. Therefore, the quality of the service, customers’ satisfaction
towards the service and the loyalty of customers after the service are main factors
that have to be carefully maintained for the existence of each café. Related the
factors mentioned earlier, this observation is done to acknowledge the relation and
effect between service quality towards customers’ satisfaction and loyalty in three
particular cafes in Bandung. This observation is being based on the theory of
Service Quality as well as an observation done by Lo Liang Kheng. Furthermore,
the method used in this observation is Descriptive Kuantitative, in which 171
respondents from those three cafes have been questioned and surveyed. Then, the
data that have been collected is processed using analisis regresi sederhana dan
berganda. The result of the observation proves that the service quality and
customers’ satisfaction are significantly related to customers’ loyalty. In
conclusion, the better quality of the service is, the higher the satisfaction of the
customers is and also the higher the loyalty of the customers is
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