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PENGARUH KUALITAS LAYANAN, CITRA MEREK, KUALITAS
PRODUK, DAN HARGA TERHADAP KEPUASAN PELANGGAN KFC
CABANG SALEMBA RAYA

ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan,
citra merek, kualitas produk, dan harga terhadap kepuasan pelanggan KFC
cabang Salemba Raya.

Jenis penelitian yang digunakan adalah penelitian deskriptif kuantitatif
dengan teknik pengumpulan data menggunakan kuesioner yang terdiri dari 62
pernyataan meliputi kualitas layanan, citra merek, kualitas produk, harga, dan
kepuasan pelanggan yang diukur dengan menggunakan diagram skala likert.
Metode pengambilan sampel menggunakan teknik purposive sampling dengan
kriteria para pelanggan KFC yang telah melakukan pembelian minimal 1 kali di
cabang Salemba Raya berjumlah 107 responden. Analisis data yang digunakan
adalah analisis deskriptif kuantitatif menggunakan software SPSS versi 26.0.

Hasil analisis data yang diperoleh menunjukkan bahwa kualitas layanan,
citra merek, kualitas produk, dan harga berpengaruh positif dan signifikan serta
secara simultan berpangaruh terhadap kepuasan pelanggan KFC cabang
Salemba Raya. Selain itu kualitas layanan, citra merek, kualitas produk, dan
harga berkontribusi sebesar 88,3% terhadap kepuasan pelanggan KFC cabang
Salemba Raya.

Kata Kunci: Kualitas Layanan, Citra Merek, Kualitas Produk, Harga,
Kepuasan Pelanggan
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THE INFLUENCE OF SERVICE QUALITY, BRAND IMAGE, PRODUCT
QUALITY, AND PRICE ON CUSTOMER SATISFACTION AT KFC
SALEMBA RAYA BRANCH

ABSTRACT

This study aims to determine the influence of service quality, brand image,
product quality, and price on customer satisfaction at KFC Salemba Raya branch.

The type of research used is quantitative descriptive research with data
collection technique using questionnaire consisting of 62 statements covering
service quality, brand image, product quality, price, and customer satisfaction
measured using likert scale diagram. The sampling method used purposive
sampling technique with criteria of KFC customers who had made a purchase at
least 1 time at the Salemba Raya branch and obtained 107 respondents. Data
analysis used is quantitative descriptive analysis using SPSS software version 26.0.

The results of data analysis stated that service quality, brand image, product
quality, and price have positive and significant influence as well as simultanously
influenced to the customer satisfaction of KFC Salemba Raya Branch. In addition,
service quality, brand image, product quality, and price contributed 88,3% to the
customer satisfaction of KFC Salemba Raya branch.

Keywords: Service Quality, Brand Image, Product Quality, Price, Customer
Satisfaction
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