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ABSTRAKSI 

Bebyzanna Bella Faumara (21042010138), Pengaruh Kualitas Layanan, 

Kualitas Produk, dan Harga Terhadap Loyalitas Pelanggan dengan 

Kepuasan Pelanggan sebagai Variabel Intervening 

(Studi Pada Tom Sushi Surabaya) 

Penelitian ini dilakukan untuk mengkaji sejauh mana kualitas layanan, 

kualitas produk, dan harga mampu membentuk loyalitas pelanggan, dengan 

kepuasan pelanggan sebagai penghubung, pada Tom Sushi Surabaya. Riset ini 

berangkat dari fenomena meningkatnya tren kuliner Jepang di Indonesia serta 

kebutuhan bisnis untuk menjaga pelanggan tetap setia di tengah persaingan ketat. 

Dengan pendekatan kuantitatif dan teknik purposive sampling terhadap 100 

responden, data dianalisis menggunakan metode Partial Least Square (PLS). 

Temuan penelitian memperlihatkan bahwa kualitas produk serta harga memiliki 

dampak positif dan signifikan terhadap kepuasan pelanggan, sementara kualitas 

layanan tidak menunjukkan pengaruh berarti. Loyalitas pelanggan terbukti 

dipengaruhi oleh harga dan tingkat kepuasan, namun tidak secara langsung oleh 

kualitas layanan maupun produk. Di sisi lain, kepuasan pelanggan berperan sebagai 

perantara dalam hubungan antara kualitas produk serta harga terhadap loyalitas, 

tetapi tidak berlaku pada kualitas layanan. 

Kata kunci: kualitas layanan, kualitas produk, harga, kepuasan pelanggan, 

loyalitas pelanggan 
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ABSTRACT 

Bebyzanna Bella Faumara (21042010138), The Effect of Service Quality, 

Product Quality, and Price on Customer Loyalty with Customer Satisfaction as 

an Intervening Variable 

(Study at Tom Sushi Surabaya) 

This research was conducted to examine the extent to which service quality, product 

quality, and price are able to shape customer loyalty, with customer satisfaction as 

the link, at Tom Sushi Surabaya. This research departs from the phenomenon of 

increasing Japanese culinary trends in Indonesia as well as the business need to 

keep customers loyal in the midst of fierce competition. Using a quantitative 

approach and purposive sampling technique of 100 respondents, the data was 

analyzed using the Partial Least Square (PLS) method. The research findings show 

that product quality and price have a positive and significant impact on customer 

satisfaction, while service quality does not show a significant influence. Customer 

loyalty was shown to be influenced by price and satisfaction level, but not directly 

by service or product quality. On the other hand, customer satisfaction plays an 

intermediary role in the relationship between product quality and price and loyalty, 

but not service quality. 

Keywords: service quality, product quality, price, customer satisfaction, customer 

loyalty 
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