DAFTAR ISI

halaman

HALAMAN JUDUL ....ooiiiiiiiiee ettt sttt i
PERNYATAAN KEASLIAN KARYA TUGAS AKHIR ... ii
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR..............ccceoneee. iv
PERSETUJUAN TIM PENGUJI TUGAS AKHIR .........cccoviiiiiiiiiiieee v
ABSTRAK ...ttt vi
ABSTRACT .. B, _FSee N S DS B -, S . ... vii
KATA PENGANTAR ..ottt viii
DAFTARISL ... ..ot sas s st sns s se e sab e e s re s sareesmeesans X
DAFTAR GAMBAR ... xiii
DAFTAR TABEL ..ottt Xiv
DAFTAR LAMPIRAN ..o XV
BAB 1 PENDAHULUAN ......ooiiiiiiiii e 1
1.1 Latar Belakang Masalah............ccccoviiiiiiiiiiiiic, 1
1.2 Masalah Penelitian ...........ccccoiiieiiiiiiniiiee e 17
1.3 Bujuan Penglifiarm. . o .............. 00 S— . .. S0 ol 18
1.4 Manfaat Penelitian ...........cccceiiiiiiiiiiiiiici e 18
L1.4.1  Manfaat TEOTILIS ...eeeiurieiiiieiiiie st e siie et 18
42" S Manfaat Praktis .../ . FIFSSEEEE . A e 19

1.5 Batasan Masalahs, .. rmmm .t mil T W Wi I /)it a s temaglle e e 19
1.6 Sistemafika-PeRUhSan ..... oo . . Lt e e 20
BAB II TINJAUAN PUSTAKA DAN PENGEMBANGAN HIPOTESIS .... 21
2.1 Tinjauan Pk e P st sb e 21
2.1.1  Brand Loyalty ... 21
2.1.2  Customer SALISFACHION ..............coceriiiiiiiiiiiieese e 23
213 FoOod QUALIEY ..o 24
2.1.4  Service QUALILY .......coooiieiiiiiie e 26
215 LOCALION ... 27
2106 PFICE it 28
217 VAFIELY o 29

2.2 Penelitian Terdahulu...........cccoiiiiiiiii e 31



23 Pengembangan HipOtesis .......c.ccviviiieiiiiiiieiisie e 33

2.3.1 Pengaruh Food Quality terhadap Customer Satisfaction.................. 33
2.3.2 Pengaruh Service Quality terhadap Customer Satisfaction............... 34
2.3.3  Pengaruh Location terhadap Customer Satisfaction ......................... 34
2.3.4 Pengaruh Price terhadap Customer Satisfaction.............c.ccoceuveunnnn. 35
2.3.5 Pengaruh Variety terhadap Customer Satisfaction ................cc.ccuuo.n. 36
2.3.6  Pengaruh Customer Satisfaction terhadap Brand Loyalty ................ 36
2.4 Pemetaan Penelitian ........ccooeeieeiiiniiiiie e 37
2.5 Model Penelitian ........ccooeieiiiiiiiiie et 38
2.6 BagaRsuiie B i kciint . Bt . B S ey et ... 38
BAB IIIl METODOLOGI PENELITIAN ......coooiiiiiiiiieie e 41
3.1 Jenis Penelitian dan Jenis Data ..........ccccoeviiiiiiiiiiiicic e 41
3401  JCeniSPPERElifian. ..............cccovecerneenn... R W 41
B.1.2-7 JciiSiDatalumie, .. ............. S R 42
B2 Populasi dan Sampel ..o 42
3281 WPopUlaS I . SRS SSRS———— WU LT 42

8. 270N SamnpeidNEN.. ... SSSSSEESSN WSS, O REN . WEN 43
Sl Teknik Pengumpulan Data ..o 44
3.4 Definisi Operasional dan Pengukuran Variabel .............cccccooiiiiinnns 45
85 Metode Analisis Data .........cocveiiiiiieiiiiiieicee e 48
3.5.1  Statistik DesKriptif.......cccooiiiiiiiiiiiiii 48
3.5.2  Structural Equation Modelling (SEM) Partial Least Square ........... 49
3.5 Quier Model, e S, A W B . et et 49
3.5.4 FlumerModelor........ oot s v A AR ... 50
BAB IV ANALISIS DATA DAN PEMBAHASAN .......cccooiiiiiieeeie i 54
4.1 Gambaran Umum Perusahaan...........c.cccocoviiiiiiiiii e, 54
4.2 Analisis Profil Responden..........ccccoovviiiiiiiiiini e 57
4.3 Statistik Deskriptif........ccccoiiiiiiiiii 59
4.3.1 Statistik Deskriptif Variabel Food Quality............c..ccccovveiniininnnn. 59
4.3.2  Statistik Deskriptif Variabel Service Quality ............ccccooiviieninnnn. 61
4.3.3  Statistik Deskriptif Variabel Location ..............ccccovviiiiiiiiiinnnnnn. 63
4.3.4 Statistik Deskriptif Variabel Price .........ccccovciiiiiiiiiniiciiiee e 64
4.3.5 Statistik Deskriptif Variabel Variety........ccccccoocvviiiiiiinniiciiiciiienns 66
4.3.6  Statistik Deskriptif Variabel Customer Satisfaction.......................... 67

xi



4.3.7 Statistik Deskriptif Variabel Brand Loyalty .............ccccovvoiniiininnnn. 69

4.4 Pengujian Hipotesa........ccovviiiiiiiiiiiiciiici e 70
441 Outer Model ................cooooouiiiiiiiiiiieicee e 70
4.42  Common Method Bias ..............ccccoooiiiiuiiiiiiiiiiiiiie i 76
443 Inner MOdel.............ccccouoiiiiiiiiiiiiieicee e 77
4.4.4  UjJi HIPOLESIS uvvveiiriiiiiiiiiiiiiessiiiessiieessiee et e e sbee s e snbe e sineesnnneeans 81

4.5 Pembahasan..........cocooiiiiiiiii e 82
4.5.1 Customer Satisfaction berpengaruh positif dan signifikan terhadap
Brand LOYalty ...t 82
4.5.2  Food Quality berpengaruh negatif dan tidak signifikan terhadap
CUSIOMEY SAUISACTION ...t 84

4.5.3 Location berpengaruh negatif dan tidak signifikan terhadap Customer

SAtISfAOOTRIRESTIEG -« «eeeeeeeeeeneeeeeereenennen oA AP o oe e M e eeeeeeee e 85
4.5.4  Price berpengaruh positif dan Signifikan terhadap Customer
S QLTS CITON, SN, - ... ... RS AUSURRIUORE JEY. .. ol - - 86
4.5.5 Service Quality berpengaruh positif dan signifikan terhadap Customer
SafisfaGrioni VNSNS .. ... S Woln e CUW 87
4.5.6 Variety berpengaruh negatif dan tidak signifikan terhadap Customer
Sarisféction.... Y. --............. K. S ............ B .. . 88
4.6 Analisa Model Secara Keseluruhan .............cccooooviiiiiiiiiicis 90
BAB V KESIMPULAN DAN SARAN ......oooiiiiiiiii e 93
31 KeSimpulan .............. S NEIEE ..................... 0 sl 93
5.1.1 / Siumpulan Atas Hipotesis. b et e 94
5.2 TP 1KaS - e ot oo SR o N, S, NUET R S . 96
5.2. 1% ImplikastTeoritis=. ... ... o e 96
5.2.2  Implikasi Manajerial ..........cccoiiiiiniiiiici e 97
53 Keterbatasan dan Saran............ccccoviiiiiiiniiiiicn e 98
DAFTAR PUSTAKA . ...ttt 100

xii



DAFTAR GAMBAR

halaman
Gambar 1.1 Data Penduduk Indonesia tahun 2024 .............cccoooiiiiiiiiiiiiiiiees 2
Gambar 1.2 Logo Pempek Farina ..........cccccooviiiiiiiiiiiiieie e 9
Gambar 1.3 Penilaian Food Quality Pempek Farina Nginden Surabaya.............. 10
Gambar 1.4 Penilaian Service Quality Pempek Farina Nginden Surabaya ........... 11
Gambar 1.5 Location Pempek Farina Nginden Surabaya.............ccccoviiiininnnnn. 12
Gambar 1.6 Price Menu Paket Hemat Pempek Farina..........cccccoooveiiiiiiinns 13
Gambar 1.7 Variety menu pempek Farina...........cccocooviiiiiiiiiiiiccceec 14
Gambar 1.8 Riview keseluruhan Pempek Farina Nginden............cccovciiiiiinnnne 15
Gambar 1.9 Voucher Promo dan gratis untuk pelanggan Pempek Farina............. 16
Gambar 2. 1 Metode Penelitian Terdahulu.............ccoooiiiiiiiiie 32
Gambar 2. 2 Hasil Penelitian Hipotesis Terdahulu ............cccccooeiiiiiicnicninnn 32
Gambar 2. 3 Model Penelitian ...........ccccoiiieiiiiiiiiiiiiic e 38
Gambar 2. 4 Bagan Alur Berpikir ........cccooeiiiiiiiiiiiic e 40
Gambar 4.1 Web Resmi Pempek Farina ............cccoooiiiiiiiiiiiiicce 55
Gambar 4.2 Diagram Profil Responden Berdasarkan Jenis Kelamin ................... 58
Gambar 4.3 Diagram Profil Responden Berdasarkan Kelompok Usia................. 58
Gambar 4.4 Hasil Uji Quter Model................ccccoooiiiiiiiiiiiiieiiiiiiee e 71
Gambar 4.5 Hasil Uji Inner Model .................cccocooviiiiiiiiiiiiiiiiiiiic e 78
Gambar 4.6 Model Penelitian (Hasil) .......ccccooeiiiiiiiiieece 90

Xiii



Tabel 1.
Tabel 2.
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 5.
Tabel 5.

DAFTAR TABEL

halaman
1 Pesaing Pempek Farina ..........ccccoovviiiiiiiiiii e 5
1 Pemetaan Penelitian ..........cccoceiviiiiiiiiiiiiciic e 37
1 Skala Pengukuran ..........cocovveiiiieiiiieiiiic e 44
2 Desain Inti Kuesioner Lingkup Pertanyaan ...........cccccoeviiiiiiinninennns 45
3 Definisi Operasional Variabel ...........ccccoocviiiiiiiiiiiiiiie e 47
1 Profil Responden Berdasarkan Jenis Kelamin ............c.ccooviiiniiiinnnns 57
2 Profil Responden Berdasarkan Kelompok Usia..........cccccoveiveniicinenne 58
3 Nilai Rentang Variabel ..........cccccooiiiiiiiiiiniic e 59
4 Statistik Deskriptif Variabel Food Quality.............ccccocovivveiiiiiinnnnne. 59
5 Statistik Deskriptif Variabel Service Quality.........cccccooeiviiinicnnnnnn. 61
6 Statistik Deskriptif Variabel Location ..............ccccoooeiiiniiniiiiicnnnn, 63
7 Statistik Deskriptif Variabel Price............cocooviiiiiiiiiiiciiicncie 64
8 Statistik Deskriptif Variabel Variety..........ccccccviiiiiiiiiiiiiniiin, 66
9 Statistik Deskriptif Variabel Customer Satisfaction................c............ 67
10 Statistik Deskriptif Variabel Brand Loyalty ............cccccovvviiiiininnn, 69
11 Hasil Uji Validitas Konvergen - Outer Loading..................ccccooveunn. 71
12 Hasil Uji Validitas Konvergen- Average Variance Extracted (AVE). 72
13 Hasil Uji Validitas Diskriminan-HTMT ...........cccoooiiiiiiii 74
14 Uji Validitas Diskriminan- HTMT Inference ..............cccccooovviiinnnn, 74
15 Hasil Uji Reliability.........c.cccoviiiieiiiiiiiiiieie e 76
16 Hasil Uji Multikolinearitas...........ccoovivieiiiiiiiniiiiec e 76
17 Uji Coefficient of Determination (R-SqUare) ................ccccucvvivveriennnn. 79
18 Hasil Uji Effect of Size (F SQUAre) ............cccccooveiviiiiiiiiiiiiiieiienn, 79
19 Hasil Uji Coefficient of Relevance (Q Square) ...........c.ccccocvvivvennnnne. 80
20 Hasil Uji HIPOtESIS ....eeuviiiiiiiiiiiiieiiiciisec e 81
I Implikasi TEOTILIS .....civieiiiiiiieieci e 96
2 implikisi Manajerial =, /. . AN, . el s gt oo 97

X1v



DAFTAR LAMPIRAN

halaman
LAMPIRAN A KUESIOMET 11vvuiieiiiieeetiiisieeeeesesssssisssesesssesssssassssessessssssnieseesseeens A-1
LAMPIRAN B Tabulasi Data KUESIONET .......ceuveeeeei oo aeaeeees B-1
LAMPIRAN C ANalisis Data......ccooeeeeieieeeee e C-1
LAMPIRAN D Hasil Uji P1agiariSme...........c.cceeiiiiiiiiiniinieiciee e D-1

XV



