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ABSTRAK 
 

MUHAMMAD IRFAN AZIZ. Pengaruh Kualitas Pelayanan dan Kepuasan 

Pelanggan terhadap Loyalitas Pelanggan (Studi Kasus pada Steakcation). 

Dibimbing oleh ARIF IMAM SUROSO dan POPONG NURHAYATI. 

 

Loyalitas pelanggan menjadi hal penting yang harus diperhatikan bagi bisnis 

kuliner khususnya pada bisnis steak yaitu Steakcation. Penelitian ini bertujuan 

untuk menganalisis pengaruh kualitas pelayanan dan kepuasan pelanggan terhadap 

loyalitas pelanggan pada Steakcation. Penelitian ini menggunakan metode 

kuantitatif dengan pendekatan survei melalui kuesioner yang dibagikan kepada 80 

responden yang merupakan pelanggan Steakcation. Data dianalisis menggunakan 

Structural Equation Modeling-Partial Least Square (SEM-PLS) dengan SmartPLS 

4.0. Hasil penelitian menunjukkan bahwa kualitas pelayanan berpengaruh positif 

dan signifikan terhadap loyalitas pelanggan, sedangkan kepuasan pelanggan tidak 

berpengaruh signifikan terhadap loyalitas. Selain itu, kepuasan pelanggan tidak 

memediasi pengaruh kualitas pelayanan terhadap loyalitas pelanggan. Hasil ini 

mengimplikasikan bahwa loyalitas pelanggan dipengaruhi langsung oleh kualitas 

pelayanan daripada kepuasan pelanggan. Oleh karena itu, Steakcation disarankan 

untuk meningkatkan kualitas pelayanan secara konsisten dan mengembangkan 

strategi yang dapat memperkuat hubungan jangka panjang dengan pelanggan 

dengan cara membuat program Steakcation Circle, My Feedback, dan My Voice. 

 

Kata kunci: kepuasan pelanggan, kualitas pelayanan, loyalitas pelanggan 

 

ABSTRACT 
 

MUHAMMAD IRFAN AZIZ. The Impact of Service Quality and Customer 

Satisfaction on Customer Loyalty (Case Study on Steakcation). Supervised by 

ARIF IMAM SUROSO and POPONG NURHAYATI. 

 

Customer loyalty is an important thing that must be considered for the culinary 

business, especially in the steak business, namely Steakcation. This study aims to 

analyze the effect of service quality and customer satisfaction on customer loyalty 

at Steakcation. This research uses quantitative methods with a survey approach 

through questionnaires distributed to 80 respondents who are Steakcation 

customers. The data were analyzed using Structural Equation Modeling-Partial 

Least Square (SEM-PLS) with SmartPLS 4.0. The results showed that service 

quality has a positive and significant effect on customer loyalty, while customer 
satisfaction has no significant effect on loyalty. In addition, customer satisfaction 

does not mediate the effect of service quality on customer loyalty. These results 

imply that customer loyalty is directly influenced by service quality rather than 

customer satisfaction. Therefore, Steakcation is advised to improve service quality 

consistently and develop strategies that can strengthen long-term relationships with 

customers by creating Steakcation Circle, My Feedback, and My Voice programs. 

 

Keywords: customer loyalty, customer satisfaction, service quality 
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