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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan
dan kualitas produk terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai
variabel moderasi apakah loyalitas pelanggan di pengaruhi oleh kualitas pelayanan dan
kualitas produk yang dimoderasi oleh kepuasan pelanggan. Populasi dan sampel dalam
penelitian ini diperoleh dari pelanggan yang pernah berkunjung ke Mutiara Resto
Kintamani. Pengambilan sampel menggunakan teknik accidental sampling dengan kriteria
telah berkunjung sehingga diperoleh 100 responden. Teknik pengumpulan data dengan
membagikan kuesioner yang berisi 19 pertanyaan, Teknik analisis data yang digunakan
dalam penelitian ini menggunakan SEM-PLS. Hasil penelitian ini menunjukan bahwa
kualitas pelayanan dan kualitas produk hipotesis diterima dan menguatkan terhadap
loyalitas pelanggan, kepuasan pelanggan hipotesis diterima dan menguatkan terhadap
loyalitas pelanggan, kualitas pelayanan hipotesis ditolak dan melemahkan terhadap
loyalitas pelanggan yang dimoderasi oleh kepuasan pelanggan, kualitas produk hipotesis
diterima dan menguatkan terhadap loyalitas pelanggan yang dimoderasi oleh kepuasan
pelanggan.

Kata Kunci: Pengaruh kualitas pelayanan, Kualitas produk, loyalitas pelanggan,
dimoderasi kepuasan pelanggan.
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THE INFLUENCE OF SERVICE QUALITY AND PRODUCT QUALITY
ON CUSTOMER LOYALTY WITH CUSTOMER SATISFACTION AS A
MODERATION VARIABLE
(Case study on Mutiara Resto Kintamani)

Rayhan Ramadan?, Marsudi?, Viajeng Purnama Putri?
Management Department, University of Muhammadiyah Malang
Corresponding E-mail: rayhanramadan243@gmail.com

ABSTRACT

The purpose of this study to determine the effect of service quality and product
quality on customer loyalty with customer satisfaction as a moderating variable, whether
customer loyalty is influenced by service quality and product quality which is moderated
by customer satisfaction. The population and sample in this research were obtained from
customers who had visited Mutiara Resto Kintamani. Sampling used an accidental
sampling technique with the criteria of having visited so that 100 respondents were
obtained. The data collection technique is by distributing a questionnaire containing 19
guestions. The data analysis technique used in this research uses SEM-PLS. The results of
this research show that the service quality and product quality hypothesis is accepted and
strengthens customer loyalty, the hypothesis customer satisfaction is accepted and
strengthens customer loyalty, the service quality hypothesis is rejected and weakens
customer loyalty which is moderated by customer satisfaction, the product quality
hypothesis is accepted and strengthens customer loyalty is moderated by customer
satisfaction.

Keywords: service quality, product quality, customer loyalty, moderated
customer satisfaction.
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