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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Pelayanan, 

Kualitas Produk dan Harga terhadap Loyalitas melalui Kepuasan Pelanggan 

pada konsumen Mc Donald’s di Kelurahan Rawajati. 

Strategi penelitian yang digunakan adalah strategi asosiatif dengan 

metode analisis data SmartPLS. Responden dalam penelitian ini sebanyak 125 

yang telah berkunjung ke Mc Donald’s minimal satu kali. Teknik pengumpulan 

data menggunakan kuesioner. 

Hasil penelitian membuktikan bahwa kualitas pelayanan, kualitas 

produk dan harga berpengaruh langsung terhadap kepuasan pelanggan. Semakin 

baik kualitas pelayanan, kualitas produk dan harga yang terjangkau semakin 

menjadikan pelanggan puas dengan Mc Donald’s; sedangkan kualitas 

pelayanan, kualitas produk dan harga berpengaruh tidak langsung terhadap 

loyalitas. Sehingga loyalitas akan sangat tergantung pada baiknya tiga variabel 

yang berpengaruh langsung pada pelanggan. 

Kata Kunci: Kualitas Pelayanan, Kualitas Produk, Harga, Kepuasan 

 Pelanggan, dan Loyalitas 

 

 

 

 

 

 

 

 

 

 

 



 

ix 
 

Harry Taufan 

NPK: 21150000253 

Program Studi S-1 Manajemen 

              Dosen Pembimbing: 

              Dr. Engkur, S.IP.,ME  

 

 

THE INFLUENCE OF SERVICE QUALITY, PRODUCT 

QUALITY AND PRICE ON LOYALTY THROUGH CUSTOMER 

SATISFACTION 

(McDonald's Consumer Study in Rawajati Village) 

 

ABSTRACT 

 

This study aims to determine the effect of Service Quality, Product 

Quality and Price on Loyalty through Customer Satisfaction of Mc Donald's 

consumers in Rawajati Village. 

The research strategy used is an associative strategy with the SmartPLS 

data analysis method. There were 125 respondents in this study who had visited 

McDonald's at least once. The data collection technique used a questionnaire. 

The results of the study prove that service quality, product quality and 

price have a direct effect on customer satisfaction. The better the quality of 

service, the quality of the product and the more affordable prices make 

customers satisfied with McDonald's; while service quality, product quality and 

price have an indirect effect on loyalty. So that loyalty will depend on the good 

three variables that have a direct effect on customers. 

Keywords: Service Quality, Product Quality, Prices, Customer Satisfaction, 

  and Loyalty 
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