ABSTRAK

Penelitian ini dilakukan untuk menguji pengaruh kualitas produk, kualitas
pelayanan, dan harga terhadap kepuasan pelanggan di industri restoran. Data
dikumpulkan dengan survei. Peneliti menyebarkan empat ratus kuesioner.
Sebanyak tiga ratus sembilan puluh dua kuesioner kembali. Tiga puluh enam
responden dibuang karena tidak menjawab kuesioner dengan lengkap. Teknik
analisis data yang digunakan analisis regresi linier berganda. Hasil penelitian
menunjukkan terdapat pengaruh simultan kualitas produk, kualitas pelayanan, dan
harga terhadap kepuasan pelanggan sebesar 61,7%. Secara parsial, kualitas produk
mempengaruhi kepuasan pelanggan sebesar 44,36%. Secara parsial, kualitas
pelayanan mempengaruhi kepuasan pelanggan sebesar 49,70%. Secara parsial,
harga mempengaruhi kepuasan pelanggan sebesar 46,79%.

Kata kunci: kualitas produk, kualitas pelayanan, harga, kepuasan pelanggan
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ABSTRACT

This study was conducted to examine the effect of product quality, service quality,
and price on customer satisfaction in the restaurant industry. Data collected by
survey. Researchers distributed four hundred questionnaires. Three hundred and
ninety-two questionnaires returned. Thirty-six respondents were discarded
because they did not answer the questionnaire completely. Data analysis
technique used multiple linear regression analysis. The results showed that there
was simultaneous influence of product quality, service quality, and price to
customer satisfaction of 61.7%. Partially, product quality influence customer
satisfaction equal to 44,36%. Partially, service quality influence customer
satisfaction equal to 49,70%. Partially, price influence customer satisfaction
equal to 46,79%.
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