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PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN
PELANGGAN RESTORAN AYAM GORENG NYONYA SUHARTI
CABANG MAMPANG PRAPATAN

Arya Dikara

ABSTRAK

Penelitian ini bertujuan untuk membuktikan pengaruh kualitas pelayanan
terhadap kepuasan pelanggan restoran ayam goreng nyonya suharti Cabang
Mampang Prapatan. Kualitas pelayanan diukur melalui enam variabel. Data yang
digunakan adalah data primer dan data sekunder. Dengan jumlah responden 100
dan teknik penarikan sampel menggunakan purposive sampling. Hasil penelitian
ini membuktikan bahwa 1) Secara parsial variabel tangibel, food quality,
relibaility, responsiveness, assurance, emphaty berpengaruh positif dan signifikan
terhadap kepuasan pelanggan. 2) Semua variabel secara bersama-sama
berpengaruh positif terhadap kepuasan pelanggan. Dapat disumpulkan bahwa
kualitas pelayanan pada restoran ayam goreng nyonya suharti sangat baik dan

dapat mempengaruhi kepuasan pelanggan.

Kata Kunci: Pemasaran, Kualitas Pelayanan, Kepuasan Pelanggan

! Mahasiswa Program Studi Manajajemen Universitas Bakrie
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EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION FRIED
CHICKEN RESTAURANT Mrs. SUHARTI BRANCH MAMPANG
PRAPATAN

Arya Dikara’

ABSTRACT

This study aims to prove the influence of service quality on customer
satisfaction fried chicken restaurant hostess Suharti Branch Mampang Prapatan.
Quality of service is measured through six variables. The data used are primary
data and secondary data. With the number of respondents 100 and sampling
techniques using purposive sampling. The results of this study demonstrate that 1)
Partially variable tangible, food quality, relibaility, responsiveness, assurance,
empathy, positive and significant impact on customer satisfaction. 2) All of these
variables together positive effect on customer satisfaction. Can disumpulkan that
the quality of service at a fried chicken restaurant hostess Suharti very good and

can affect customer satisfaction.

Key Words: Marketing, Quality of Service, Customer Satisfaction

% Student of Universitas Bakrie, Management Major
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