KATA PENGANTAR

Puji syukur kepada Tuhan yang Maha Esa atas segala berkat yang telah

diberikan-Nya, sehingga Tugas Akhir ini dapat diselesaikan.

Penulis juga ingin mengucapkan terima kasih yang sebesar-besarnya atas

bimbingan, bantuan, dan doa kepada berbagai pihak yang telah membantu proses

pengerjaan Tugas Akhir dengan sehingga penulis dapat menyelesaikan Tugas

Akhir dengan tepat waktu, yaitu kepada:

1)

2)

3)

4)

5)

6)

Bapak Dr. Ronald S.T., M.M., selaku Executive Director serta Dosen
Pembimbing Pertama yang telah membimbing dan memberi masukan
kepada penulis.

Ibu Dr. Amelia S.E., RFP-I, M.M., selaku Ketua Program Studi Manajemen
serta Dosen Pembimbing Kedua yang telah membimbing penulis.

Semua dosen yang telah mengajar penulis selama berkuliah di Universitas
Pelita Harapan Kampus Surabaya.

Papa dan mama saya yang senantiasa mendoakan, memberikan dukungan,
serta membantu dalam hal finansial.

Teman-teman saya yang telah membantu banyak hal dan selalu memberi
semangat dalam menyelesaikan tugas akhir ini.

Pihak lainnya yang tidak dapat disebutkan satu-persatu yang telah

membantu penulis dalam penyusunan tugas akhir ini.

Penulis menyadari bahwa masih terdapat banyak kekurangan dalam Tugas Akhir

ini. Oleh karena itu, kritik dan saran akan sangat bermanfaat bagi penulis. Semoga

Tugas Akhir ini dapat bermanfaat bagi semua pihak yang membacanya.

Surabaya, 07 September 2020

Evelyn Amadea

viii



DAFTAR ISl

HALAMAN KULIT oot i
HALAMAN JUDUL ..ottt i
PERNYATAAN KEASLIAN KARYA TUGAS AKHIR.........cccociviiiiiinee, ii
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR ......cccocovviiinnn. i
PERSETUJUAN TIM PENGUJI TUGAS AKHIR........ccooviiiiiiiieics e %
ABSTRAK [ T e, . 180 e asunih miiis s e, Jttv.el ICTRTEY . ........................ Vi
ABSTRA Gl i, ..........coeeeeeeeenernns P iaes gl RRTE I o d s e eeeeeeeeee Vil
KATA PENGANTAR ...ttt ettt en s viii
DARFAR TSENIEEN, ............................. . SCCSCCUOOONN . ... ... iX
DAFTARIGANIEARINNG. ................... i e el . o, s TR ... Xiv
DAETARIFABLT SIS [ S Y. .. M. oot .. .. XV
BAB | PENDAHULUAN .......oooitiietst et 1
1.1 Latar Belakang Masalah.................ccooieiiiiiiii i 1
192 Batasafil Masalahafii:. . co.............. 000 . .............. Mol cccsandl. ... 10
1.3 RUMUSAN MASalaN .......cceiiiieiecie e 11
1.4 TUJUAN PENEILIAN ..ottt re e re e 12
1.5 Manfaat PemBlitian .. orrrrrrerrervstooton. of oot D oo LR s 001 s aba sl oo 13

1.5% Manfaat Feorfis . =l i W T - Vs T v et sa sl e 13

1.5.2 MaMTaaERPTaKS ... covmeears s reena s ees o A Ak a na st s kel e eeaveeeesaeas 13
1.6 Sistematika Penelitian....ciiiimiiiimr i ssesssens 13
BAB Il TINJAUAN PUSTAKA DAN PENGEMBANGAN HIPOTESIS .....15
N R T o = L= T T =T o PSR P URRTRPPR 15

2.1.1 Product QUATITY ........coeiiiiiieiee e 15

2.1.2 Service QUANITY .......ccoiiiiiiiieee e 17

2.1.3 Environment QUALILY .......cccveeiiiiiiiiiec e 19

2.1.4 Product ASSOIMENT.......cuiiiiiieeiesie et 20

2.1.5 Customer SatisfaCtion ..........cccevviieiiiene e 21

2.1.6 CUSTOMEr LOYAILY .....ocveiiiiiiiiiiiee e 22



2.2 Penelitian TerdahUIU ........oeeeeeeeeeeee e 24

2.3 Pengembangan HiPOTESIS ........ccvviieiieiieie e 27
2.3.1 Pengaruh Product Quality terhadap Customer Satisfaction ................... 27
2.3.2 Pengaruh Product Quality terhadap Customer Loyalty ............cccceveeenne. 27
2.3.3 Pengaruh Service Quality terhadap Customer Satisfaction .................... 28
2.3.4 Pengaruh Service Quality terhadap Customer Loyalty .............ccccveeenne. 28
2.3.5 Pengaruh Environment Quality terhadap Customer Satisfaction............ 29
2.3.6 Pengaruh Environment Quality terhadap Customer Loyalty .................. 29
2.3.7 Pengaruh Product Assortment terhadap Customer Satisfaction ............. 30
2.3.8 Pengaruh Product Assortment terhadap Customer Loyalty .................... 30
2.3.9 Pengaruh Customer Satisfaction terhadap Customer Loyalty................. 30

2.4 MOGEI PENEIITIAN ..ot nne e 31

2.5 Bagan Alur BerpiKir.........cccoovoiiiiiic i 32

BAB Il METODE PENELITIAN ..ottt 34

3.1 Jenis Penelitian dan Jenis Data ..........cccevuereereeiieiieeseenie e 34
3.1.1 Jenis Penelitian.......cc.c..occeiiinnieriie st ceesiessas e e s e sae s e sane e 34
Srl=200ERis Data.... R AR ......... o — ... KOG 34

3.2 Populasi dan SAMPEL........cooiiiiiiecie et 34
Q2. PORUIRSI .............cccccocrerrnnnn o R S 34
3. 22.Sampel, ... ik o R Piie. R e T e 35

3.3 Metode Pengumpulan Data............ccceieeiiiieiieeieiec e 36

3.4 Definisi Operasional Variabel............cccooviiiiiiiiiic e, 38

3.5 Metode Analisis Data........ccccoiviiriici i ine e ssne e s 39

BAB IV ANALISIS DATA DAN PEMBAHASAN.......cccoci i 49

4.1 GamMBAran UMUIM ......ooeiiiiiiiieeeie et sbe e e 49
4.1.1 XO SuKi di SUrabaya .........cccccveiieiiieiie e 49
4.1.2 Profil RESPONUEN ..ot 50

4.1.2.1 USIa RESPONUEN ...oviiniiiiiesie e 50
4.1.2.2 Jenis Kelamin ReSPONAEN ..........ccovviieiieiiiesiecec e 50
4.1.2.3 Domisili RESPONUEN........c.cciiiiieciecee e 50
4.1.2.4 Penghasilan Responden...........cccocvviiiiiiiiiic s 50



4.2 ANALISIS DA ... ..ot e e e e e e e e e 52

4.2.1 Tanggapan RESPONUEN .......cuciveiieiieieeie et 53
4.2.1.1 Tanggapan Responden terhadap Product Quality ...................... 50
4.2.1.2 Tanggapan Responden terhadap Service Quality...............cc...... 50
4.2.1.3 Tanggapan Responden terhadap Environment Quality............... 50
4.2.1.4 Tanggapan Responden terhadap Product Assortment ................ 50
4.2.1.5 Tanggapan Responden terhadap Customer Satisfaction............. 50
4.2.1.6 Tanggapan Responden terhadap Customer Loyalty................... 50

4.2.2 Analisis Deskriptif Variabel...........c.cccooviiiiiiieiicei e, 57
4.2.2.1 Penjelasan Responden terhadap Product Quality ....................... 50
4.2.2.2 Penjelasan Responden terhadap Service Quality ............cccceu.e. 50
4.2.2.3 Penjelasan Responden terhadap Environment Quality ............... 50
4.2.2.4 Penjelasan Responden terhadap Product Assortment................. 50
4.2.2.5 Penjelasan Responden terhadap Customer Satisfaction ............. 60
4.2.2.6 Penjelasan Responden terhadap Customer Loyalty .................... 61

4.2.3 Hasil Pengujian Kualitas Data ..........ccccveriiiniiieieie e, 62
4.2.3.1 Uji ValiditaS .....cocviiiiiiiiieiei i 63
4.2.3.2 Uji Reliabilitas ........ccceceeiieieiic i 65
4.2.3.3 UjJi NOIMAlITaS. ......eiueiiiieiieiie it 67
4.2.3.4 Goodness Of FIEINAEX ...c.c.coviiiesiiiiven e 68
R g S IR B L L s W, N W g S 68

4.2.3.5.1 Univariate OULIIErs .......cc.ccovvvieieniiencieseeeeeens 68
4.2.3.5.2 Multivariate OULHErsS .........cccovvveiveiiiieie e 69
4.2.3.6 Analisis Faktor Konfirmatori Variabel Eksogen ............cccc...... 70
4.2.3.7 Analisis Faktor Konfirmatori Variabel Endogen.............c.c........ 72

4.2.4 Analisis Model Pengukuran dan Struktural .............ccccovviieiiicieeee, 73
4.2.4.1 Analisis Model Pengukuran ...........ccccooeereneneieneseseseeee s 73
4.2.4.2 Analisis Model Struktural .............cccooveiiveiiiieieece e 75

4.2.5 Hasil Pengujian HIpOteSIS ........cciviiiiieiiiiieccie e 79
4.2.5.1 Pengujian HipoteSiS 1 .......covvviiieiiiiiieiie e 80
4.2.5.2 Pengujian HIpOoteSIS 2 .......covviiuieiieiiic s 81

Xi



4.2.5.3 Pengujian HIpOteSIS 3 .....c.ccveiieiierieceeseee e 81

4.2.5.4 Pengujian HIpPOtESIS 4 ....cc.ocveiieiiieie et 82

4.2.5.5 Pengujian HIPOtESIS 5 .....ocveviiiiiiiiiiiceee e 83

4.2.5.6 Pengujian HIPOLESIS 6 ........cccerviiiriiiiieieie e 83

4.2.5.7 Pengujian HIPOtESIS 7 ....ccveveiieiieeiie e et 84

4.2.5.8 Pengujian HIpOteSIS 8 ........ccviieiieriiiieieeie e 85

4.2.5.9 Pengujian HIPOtESIS 9 .....c.oiviiiiiiiiiiiceie e 85

4.3 Pembahasaijili,#FTsme"s, W Thom . . . S, . ........................ 86
4.3.1 Hubungan Kausal Antar Variabel ............ccccoveieiiieiieiice e, 86
4.3.1.1 Hub. Kausal Product Quality dan Customer Satisfaction .......... 86

4.3.1.2 Hub. Kausal Product Quality dan Customer Loyalty ................. 87

4.3.1.3 Hub. Kausal Service Quality dan Customer Satisfaction............ 88

4.3.1.4 Hub. Kausal Service Quality dan Customer Loyalty .................. 89

4.3.1.5 Hub. Kausal Environment Quality dan Customer Satisfaction...90

4.3.1.6 Hub. Kausal Environment Quality dan Customer Loyalty.......... 91

4.3.1.7 Hub. Kausal Product Assortment dan Customer Satisfaction ....92

4.3.1.8 Hub. Kausal Product Assortment dan Customer Loyalty ........... 93

4.3.1.9 Hub. Kausal Customer Satisfaction dan Customer Loyalty........ 94

4.3.2 Analisis Indikator Terpenting dan Indikator Terbaik ............cc.ccccvenneen. 95
4.3.2.1 Indikator Product QUality ...........cccevviiiiiiiniiceeee 96

4.3.2.2 Indikator Service QUality ..........ccceeviiieiiieie i, 97

4.3.2.3 Indikator Environment Quality ..........ccccceviiiiiiiiieiicceece e, 99

4.3.2.4 Indikator Product ASSOrtmMent ........ccccvevvvveneeiieseeneee e 100

4.3.2.5 Indikator Customer Satisfaction ............ccccevcvvivniverivninnnenene 101

4.3.2.6 Indikator Customer Loyalty .........cccccceevieiiiiiieiie e, 103

BAB V KESIMPULAN ....coiiiitit ettt 105
5.1 Ringkasan Penelitian...........ccoooiiiiiiiieseee s 105
5.2 KESIMPUIAN ... 107
5.2.1 Kesimpulan Atas HIPOESIS........ccovviiieiiieiie e 107
5.2.1.1 Pengaruh Product Quality terhadap Customer Satisfaction .....107

5.2.1.2 Pengaruh Product Quality terhadap Customer Loyalty ............ 108

xii



5.2.1.3 Pengaruh Service Quality terhadap Customer Satisfaction ...... 108

5.2.1.4 Pengaruh Service Quality terhadap Customer Loyalty ............. 109

5.2.1.5 Pengaruh Environment Quality terhadap Cust. Satisfaction.....110

5.2.1.6 Pengaruh Environment Quality terhadap Customer Loyalty ....110

5.2.1.7 Pengaruh Product Assortment terhadap Cust. Satisfaction....... 111

5.2.1.8 Pengaruh Product Assortment terhadap Customer Loyalty ......112

5.2.1.9 Pengaruh Customer Satisfaction terhadap Customer Loyalty.1128

5.2.2 Kesimpulan Atas Masalah Penelitian ............ccoooiniiniiiiceen, 113
5.3 Implikas I e de e S ot O, ..................... 115
5.3.1 IMPIKASE TEOIILIS ....vveiveeiieie et 115
5.3.2 Implikasi Manajerial .............cccooiiiiiiiiiiiic e 116
5.4 REKOMENUASE ....vevveuieeiiesiiesie et eie ettt ste e s e sne e sneesreeneeenes 118
DAFTAR PUSTAKARINN ............... A L.l ... 119
LAMPIRAN ...y . .............. Sy Sy ... . .. 123

Xiil



Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.

Gambar 2.
Gambar 2.

Gambar 3.

Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

1 Grafik Jumlah Penduduk DuNi@...........ccoovveieiiniinienieseee e 1
2 Pertumbuhan Jumlah Konsumen Restoran di Indonesia..................... 2
3 Jumlah Restoran di Surabaya 2013-2016.........c.cccceeviiieiieriecieseennn, 3
4 L0G0 XO SUKI cevvveiieiieite ettt 4
5MenU XO SUKI 1 ......oooveiiiiiiiiiensiensiininesieiiieses e siesssesessresssessesssessseens 5
6 IEGIEX O SUKI 25 e s, U004 SR i ................c.cnn 5
7 Perbandingan Pelanggan XO Suki dengan Restoran Lain 2010......... 5
8 Penilaian Konsumen Terhadap XO Suki Tunjungan Plaza................ 6
9 Produk XO SUKI .....cvviieiiieiieie et 7
10 Layanan XO SUKI .......ccoiiiiiieieiesiesie st 8
11 Restoran XO Suki Pakuwon Mall............ccocvveinnniiieniiiiiiieen, 8
12 Bahan-Bahan Di Dalam Rak Pendingin...............cccocceviveveiieeinenenne 9
1 Model PENelitian ..........ccooiiieieiieiiece e 31
2 Bagan Alur Berpikir..........cocooveiiiiiiieceee e 33
1 Diagram Alur Kerangka Pemikiran TeOritiS...........cccccvevveieeieinennn, 41
oGO SHRE ... o vt A e AR e esenseans 49
2 Diagram Profil Responden Berdasarkan Usia ............c.cccccoveieinennen, 50
3 Diagram Profil Responden Berdasarkan Jenis Kelamin................... 51
4 Diagram Profil Responden Berdasarkan Domisili............cc.ccccennen. 51
5 Diagram Profil Responden Berdasarkan Penghasilan ...................... 52
B NIAT CFA ..ot 64
T Variabel EKSOGEN ......ooviiiiiiic et 70
8 Variabel ENJOGEN. ..ot 72
9 Regression Weights Full Structural Equation Model ....................... 75

Xiv


file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613482
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613483
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613484
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613485
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613486
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613487
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613488
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613489
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613490
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613491
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613492
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613493
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50613567
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614009
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614043
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614044
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614045
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614046
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614047
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614048
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614049
file:///D:/EVELYN/SKRIPSI/FILE-FILE/SURAT%20EVELYN%20AMADEA.docx%23_Toc50614050

Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.

Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Desain INth KUBSIONET .......coviiiiieiieeie et 37
2 Definisi Operasional Variabel............ccccooiiiiiinncee, 38
3 Keterangan Dimensi KONSLIUK...........cccoveiviieiieiiese e 42
4 Keterangan Hubungan Konstruk ............cccccvevvieiiieiicce e, 42
5 Hasil Konversi Ke Dalam Persamaan..........cccocevverenieneenesensnenennnns 43
6 Kriteria Goodness Of Fit INAeX..........ccoviriiiiieiiieicceseeeee, 46
1 Profil Responden Berdasarkan Usia ...........ccccooveieiiieieeieeiieieece e, 50
2 Profil Responden Bedasarkan Jenis Kelamin .............ccovvniiiienenen, 50
3 Profil Responden Berdasarkan DOMISili...........cccocoviiininininiiniicieen, 51
4 Profil Responden Berdasarkan Penghasilan ..............c..cccooevviiieiienenn, 52
5 Interval Rata-rata Variabel Penelitian............cccocoveviieniiininiicieenen, 53
6 Rata-rata Hasil Kuesioner Product Quality ...........c.ccocviiiniiiininnnnnn, 53
7 Rata-rata Hasil Kuesioner Service Quality ...........ccococeiiiiniiiiniicnnnn, 54
8 Rata-rata Hasil Kuesioner Environment Quality .............cccccoovveveenennn. 55
9 Rata-rata Hasil Kuesioner Product ASSOrtment ..........ccoccevvveiveeeieennen, 55
10 Rata-rata Hasil Kuesioner Customer Satisfaction..............ccccecveeneen. 56
11 Rata-rata Hasil Kuesioner Customer Loyalty ...........cccoeevvivninnnnnn, 57
12 Distribusi Hasil Kuesioner terhadap Product Quality ........................ 58
13 Distribusi Hasil Kuesioner terhadap Service Quality .............cc.c...... 58
14 Distribusi Hasil Kuesioner terhadap Environment Quality ................ 59
15 Distribusi Hasil Kuesioner terhadap Product Assortment.................. 60
16 Distribusi Hasil Kuesioner terhadap Customer Satisfaction............... 60
17 Distribusi Hasil Kuesioner terhadap Customer Loyalty..................... 61
18 UjJi ValIdIaS ..ottt 64
19 Uji Construct Reliability ..o, 66
20 Uji NOrmMalitas Data........ccueiververiiiiiiiiniisesiee e 67
21 Evaluasi Kriteria Goodness of Fit IndeX.........ccocevvieniiiiiiinieeiee 68

XV



Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

Tabel 5.
Tabel 5.

22 Statistic DeSCrIPLIVE Z-SCOME .......cccveieiieieerieiieseeste e se e sre e 69
70 Mahalonbis DIStANCE .........cccovviiiiiiiiirise e, 70
24 Uji Bobot dan Nilai Lamda Loading Variabel Eksogen..................... 71
25 Uji Bobot dan Nilai Lamda Loading Variabel Endogen .................... 72
26 Analisis Model Pengukuran Product Quality............cccccvevviieinennenne. 73
27 Analisis Model Pengukuran Service Quality ..........cccccoevevviieivenenne. 73
28 Analisis Model Pengukuran Environment Quality ..........cccoccevveenne. 73
29 Analisis Model Pengukuran Product Assortment............cccoceveveruenne 74
30 Analisis Model Pengukuran Customer Satisfaction .................c......... 74
31 Analisis Model Pengukuran Customer Loyalty .........c...ccccceeeveivenenne. 74
32 Regression Weights Full Structural Equation Model ...............c......... 78
33 Hasil Uji HIPOTESIS.......couveiieiiiiieiiesie st 79
34 Perbandingan Indikator Terpenting dan Indikator Terbaik PQ .......... 96
35 Perbandingan Indikator Terpenting dan Indikator Terbaik SQ .......... 97
36 Perbandingan Indikator Terpenting dan Indikator Terbaik EQ........... 99
37 Perbandingan Indikator Terpenting dan Indikator Terbaik PA ........ 100
38 Perbandingan Indikator Terpenting dan Indikator Terbaik CS......... 102
39 Perbandingan Indikator Terpenting dan Indikator Terbaik CL ........ 103
lalmplikasi TeoftiS e ke o s iine - s o R Fog s ettt e eeeveee 115
2 Implikasi-Manajerial ... L i sirss s e e ssneesea e e seesreas 117

XVi



