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PENGARUH KUALITAS PRODUK DAN NILAI PELANGGAN TERHADAP
KEPUASAN SERTA LOYALITAS PELANGGAN ROCKET CHICKEN DI
PURWOKERTO

Zakaria Ardi Putra®, Arini Hidayah?
Fakultas Ekonomi dan Bisnis
Universitas Muhammadiyah Purwokerto

ABSTRAKSI

Tujuan dari penelitian ini adalah untuk menguji pengaruh kualitas produk
dan nilai- pelanggan  terhadap - kepuasan pelanggan serta loyalitas pelanggan.
Penelitian ini menggunakan metode non probality sampling, dengan metode
penetapan sampel menggunakan teknik -purposive samling dimana metode
penetapan sampel yang berdasarkan pada kriteria tertentu. Populasi dalam
penelitian ini adalah pelanggan Rocket chicken di Purwokerto. Jumlah sampel
penelitian ini sebesar 96 responden. Metode penelitian-yang digunakan dalam
penelitian ini yaitu uji validitas, uji reliabilitas, uji asumsi klasik, analisis regresi
berganda, koefisien determinasi, uji t, uji F dan sobel. Hasil dari penelitian ini
adalah kualitas produk dan nilai pelanggan berpengaruh positif signifikan terhadap
kepuasan pelanggan baik secara parsial maupun simultan, sedangkan kualitas
produk dan nilai pelanggan berpengaruh positif signifikan terhadap loyalitas
pelanggan baik secara parsial maupun simultan. Hasil pada uji sobel menunjukan
bahwa kepuasan pelanggan tidak dapat memediasi kualitas produk terhadap
loyalitas pelanggan, kepuasan pelanggan tidak dapat memediasi nilai pelanggan
terhadap loyalitas pelanggan.

Kata kunci : Kualitas produk; nilai pelanggan, kepuasan pelanggan, loyalitas
pelanggan
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The Effect of Product Quality and Customer Value on Satisfaction and Loyalty Of
Rocket Chicken Customers In Purwokerto

Zakaria Ardi Putra®, Arini Hidayah?
Economics and Bussiness Faculty
Universitas Muhammadiyah Purwokerto

ABSTRACTION

The purpose of this study is to examine the The Effect Of Product Quality
and Customer Value on Customer Satisfaction and Loyalty Of Rocket Chicken
Customers In Purwokerto. This research uses non probability sampling
method,with the method of determining the sample using purposive sampling
technique where the method of determining samples based on certain criteria. The
population in this. study were Rocket Chicken customers in Purwokerto. The
number of samples of this study was 96 respondents. The research method used in
this study is the validity test, reliability test, classic assumption test, multiple
regression analysis, determination coefficient, t test, F test and Sobel. The results
of this study explain that Product quality and customer value have a significant
positive effect on customer satisfaction both partially and simultaneously, while
product quality and customer value have have a significant positive effect on
customer loyalty both partially and simultaneously. The results of the double test
show that customer satisfaction cannot mediate product quality on customer
loyalty, customer satisfaction cannot mediate customer value towards customer

loyalty.

Keywords : Quality product,customer value,customer satisfaction,customer loyalty
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