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ABSTRAK 

Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan, 

nilai yang durasakan pelanggan, kualitas produk, kepuasan pelanggan terhadap 

loyalitas pelanggan. Penelitian ini dilakukan di Kafe Malabar Jakarta Timur. 

Penelitian yang dilakukan menggunakan strategi asosiatif, yaitu penelitian yang 

bertujuan untuk mengetahui pengaruh antara minimal dua variabel atau lebih dan 

mencari sebab dan akibat. Adapun metode penelitian yang digunakan dalam 

penelitian ini adalah metode penelitian survey, dimana data diperoleh melalui 

kuesioner dengan data yang dikumpulkan dari pernyataan dengan jumlah sampel 

sebanyak 97 orang.  

Hasil penelitian menyimpulkan bahwa (1) Terdapat tidak bepengaruh signifikan 

Kualitas Pelayanan terhadap loyalitas Pelanggan; (2) Terdapat pengaruh signifikan 

Nilai yang diraskaan pelanggan terhadap loyalitas Pelanggan; (3) Tidak terdapat 

pengaruh kualitas produk terhadap loyalitas Pelanggan. (4) Terdapat pengaruh 

signifikan kepuasan pelanggan terhada loyalitas pelanggan.  

Kata Kunci : Kualitas Pelayanan, Nilai yang dirasakan Pelanggan, Kualitas Produk, dan Kepuasan 

Pelanggan Terhadap Loyalitas Pelanggan 
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THE THE INFLUENCE SERVICE QUALITIY, CUSTOMER 

PERCEIVED VALUE, PRODUCT QUALITY, AND CUSTOMER 

SATISFACTION TO CUSTOMER LOYALTY CAFE MALABAR 

EAST JAKARTA 

ABSTRACT 

 

The purpose of this study was to determine the effect of  sevice quality, customer 

perceived value, product quality, and customer satisfaction to customer loyalty café Malabar east 

jakarta 

Research conducted using associative strategies, namely research that aims to 

determine the effect of at least two or more variables and look for cause and effect. 

The research method used in this study is a survey research method, where data is 

obtained through a questionnaire with data collected from statements with a total 

sample of 97 people. 

The results of the study concluded that (1) there is no a significant effect of 

service quality on consumer loyalty; (2) There is a significant customer perceived 

value on consumer loyalty; (3) There is no effect of Product quality on consumer 

loyalty, (4) There is a significant customer satisfaction on consumer loyalty 

Simultaneously, there is an effect of customer perceived value, customer satisfaction 

on consumer loyalty. 

Keywords: Service Qualitiy, Customer Perceived Value, Product Quality, and Customer 

Satisfaction Customer Loyalty 
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