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ABSTRAK

PENGARUH KUALITAS LAYANAN, LOKASI SERTA INOVASI PRODUK
TERHADAP LOYALITAS PELANGGAN RESTORAN CEPAT SAJI
A&W DI CILANDAK TOWN SQUARE
JAKARTA SELATAN

Oleh:

Olis Herawati

NPM: 223402426349

Tugas Akhir, dibawah bimbingan Dr. Rahayu Lestari, S.E., M.M.

Penelitian ini bertujuan menganalisis pengaruh kualitas layanan, Lokasi serta
inovasi produk terhadap loyalitas pelanggan pelanggan restoran cepat saji A&W di
Cilandak Town Square Jakarta Selatan. Data penelitian dikumpulkan melalui
kuesioner dari 100 customer yang memakai jasa pelayanan di restoran tersebut.
Teknik analisis yang digunakan adalah regresi linear berganda dengan SPSS versi
25, serta uji hipotesis menggunakan uji F dan uji t. Penelitian ini memberikan
wawasan bagi manajemen restoran cepat saji untuk terus meningkatkan kualitas
layanan, memilih lokasi . strategis, serta melakukan inovasi produk guna
memperkuat loyalitas pelanggan. Hasil penelitian menunjukkan bahwa kualitas
layanan, lokasi, dan inovasi produk berpengaruh positif dan signifikan terhadap
loyalitas pelanggan. Artinya, semakin baik kualitas layanan yang diberikan,
semakin strategis lokasi restoran, dan semakin tinggi tingkat inovasi produk, maka
semakin tinggi pula loyalitas pelanggan terhadap restoran cepat saji A&W. Temuan
ini mengindikasikan bahwa pelanggan lebih cenderung mempertahankan loyalitas
mereka ketika mereka mendapatkan pengalaman layanan yang baik, lokasi yang
mudah dijangkau, serta inovasi produk yang menarik dan relevan dengan kebutuhan

mereka.

Kata Kunci: Kualitas layanan, Lokasi, Inovasi produk, Loyalitas pelanggan



ABSTRACT

THE INFLUENCE OF SERVICE QUALITY, LOCATION AND PRODUCT
INNOVATION ON FAST FOOD RESTAURANT CUSTOMER LOYALTY
A&W IN CILANDAK TOWN SQUARE SOUTH JAKARTA

By:

Olis Herawati

NPM: 223402426349

Thesis, under the guidance of Dr. Rahayu Lestari, S.E., M.M.

This study aims to analyze the effect of service quality, location and product
innovation on customer loyalty of A& W fast food restaurant customers in Cilandak
Town Square, South Jakarta. The research data was collected through a
questionnaire from 100 custamers who used services at the restaurant. The analysis
technique used is multiple! linear regression with SPSS version 25, and hypothesis
testing using the F test and t test. This research provides insight for fast food
restaurant management to continue to improve service quality, choose strategic
locations, and innovate products to strengthen customer loyalty. The results showed
that service quality, location, and product innovation have a positive and significant
effect on customer loyalty. This means that the better the quality of service provided,
the more strategic the location of the restaurant, and the higher the level of product
innovation, the higher the customer loyalty to A&W fast food restaurants. This
finding indicates that customers are more likely to maintain their loyalty when they
get a good service experience, an easily accessible location, and product

innovations that are attractive and relevant to their needs.

Keywords: Service quality, Location, Product innovation, Customer loyalty
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