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ABSTRAK
PENGARUH KUALITAS PRODUK, KUALITAS PELAYANAN, DAN CITRA
MEREK TERHADAP KEPUASAN PELANGGAN DI RESTORAN CEPAT
SAJI A&W CABANG DMALL, DEPOK

Oleh :

Devina Nisa Liora

NPM: 223404416022

Tugas Akhir, di bawah bimbingan Anisa Putri Kusumaningrum, S.St.Par., M.M

Kajian ini diarahkan untuk menelusuri keterkaitan sebab-akibat antara mutu hasil
sajian, performa interaksi layanan, serta konstruksi persepsi merek terhadap kondisi
kepuasan konsumen pada unit restoran siap saji A&W yang beroperasi di kawasan
Depok Mall. Kerangka penelitian dibangun melalui pendekatan numerik dengan desain
survei kuantitatif. Proses perolehan informasi dilakukan menggunakan instrumen
kuesioner terstruktur yang disebarkan kepada seratus individu pengunjung aktif A&W
Depok Mall. Seluruh data yang terkumpul kemudian diproses melalui serangkaian
pengujian statistik, meliputi pengujian prasyarat model serta pemodelan regresi linear
dengan lebih dari satu variabel bebas, termasuk pengujian parsial, simultan, dan
pengukuran daya jelaskan model, yang dijalankan menggunakan perangkat lunak
statistik SPSS edisi 25. Hasil pengujian prasyarat menunjukkan bahwa distribusi data
berada dalam kondisi layak analisis serta tidak mengindikasikan gangguan korelasi
antarvariabel, ketidakteraturan varians, maupun hubungan residual berurutan, sehingga
struktur model dinyatakan dapat digunakan. Pengujian parsial mengungkapkan bahwa
masing-masing variabel bebas memberikan pengaruh bermakna dengan arah positif
terhadap kepuasan konsumen. Uji simultan menegaskan bahwa seluruh variabel bebas
secara kolektif memengaruhi kepuasan pelanggan secara signifikan. Nilai daya
jelaskan model memperlihatkan bahwa proporsi terbesar perubahan kepuasan
konsumen dapat diterangkan oleh variabel-variabel yang diuji, sedangkan sisanya
berasal dari faktor lain di luar cakupan penelitian. Analisis lanjutan menunjukkan
bahwa aspek layanan memiliki kontribusi pengaruh paling dominan dibandingkan
variabel lainnya.

Kata kunci: Kualitas Produk, Kualitas Pelayanan, Citra Merek, Kepuasan
Pelanggan
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ABSTRACT
THE INFLUENCE OF PRODUCT QUALITY, SERVICE QUALITY, AND
BRAND IMAGE ON CUSTOMER SATISFACTION AT A&W FAST-FOOD
RESTAURANT, DMALL DEPOK BRANCH

By:

Devina Nisa Liora

NPM: 223404416022

Thesis, under the guidance Anisa Putri Kusumaningrum, S.St.Par.

This study aims to examine and analyze the influence of product quality, service
quality, and brand image on customer satisfaction at the A&W fast-food restaurant
located in Depok Mall. A quantitative approach was employed using a survey method.
Data were collected through the distribution of questionnaires to 100 respondents who
had previously visited and consumed products at A&W Depok Mall. The collected data
were analyzed using classical assumption tests and multiple linear regression analysis,
including t-tests, F-tests, and the coefficient of determination (R?), with the assistance
of SPSS version 25. The results of the classical assumption tests indicate that the data
are normally distributed and free from multicollinearity, heteroscedasticity, and
autocorrelation, suggesting that the regression model is appropriate for analysis. The
partial test results reveal that product quality, service quality, and brand image each
have a positive and significant effect lon customer. satisfaction. Furthermore, the
simultaneous test demonstrates that all independent variables jointly exert a significant
influence on customer satisfaction. The coefficient of determination (R?) indicates that
a substantial proportion of 'the variation in customer satisfaction can be explained by
product quality, service quality, and brand image, while the remaining variance is
influenced by other factors not examined in this study. Among the independent
variables, service quality is identified as the most dominant factor affecting customer
satisfaction at A&W Depok Mall.

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