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Tujuan penelitian ini adalah untuk memberikan gambaran dalam memahami
kekuatan kualitas pelayanan dari segi reliability, responsiveness, assurance,
empathy, dan tangibles kepada kepuasan pelanggan sebagai faktor yang
mempengaruhi retensi dan loyalitas pelanggan Restoran Dabu Dabu Lemong,
Manado. Metode penelitian yang digunakan yaitu kuantitatif dengan menggunakan
kuesioner yang berisi 37 indikator sebagai alat pengumpulan data. Penelitian
dilakukan di Kota Manado, Indonesia dengan jumlah 220 responden yang
merupakan pelanggan dari Restoran Dabu Dabu Lemong, Manado. Peneliti
menggunakan aplikasi SmartPLS untuk menganalisa outer model dan inner model,
sementara model structural mencakup R-Square adjusted, T Statistics, dan P-Value.
Hasil penelitian mengungkapkan bahwa semua variabel dalam penelitian ini
berhubungan secara positif kecuali variabel responsiveness.
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ABSTRACT
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INVESTIGATING THE STRENGTH OF SERVICE QUALITY, AND
CUSTOMER SATISFACTION AS FACTORS AFFECTING CUSTOMER
RETENTION AND LOYALTY AT DABU DABU LEMONG
RESTAUTRANT, MANADO

(85 pages + 5 figures + 21 tables + 2 appendix)

The purpose of this study is to provide an overview in understanding the strength
of service quality in terms of reliability, responsiveness, assurance, empathy, and
tangibles to customer satisfaction as a factor affecting customer retention and
loyalty at Dabu Dabu Lemong Restaurang, Manado. The research method used is
quantitative method by using questionnaires containing 37 indicators as a data
collection tool. The study was conducted in Manado, Indonesia, with total of 220
respondents who were customers of Dabu Dabu Lemong Restaurant, Manado. The
research uses the SmartPLS application to analyse the outer model and inner
model, while the structural model includes an adjusted R-Square, T Statistics, and
P-Value. The results of the study revealed that all the variables in this study were
positively related except for the responsiveness variable.
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