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ABSTRAK

FENOMENA PENGALAMAN PELANGGAN TERHADAP ASPEK
KUALITAS LAYANAN DI UNO UNO COFFEE AND RESTO

Oleh:

Hasyim Assegaf

NPM: 223404516028

Tugas Akhir, dibawah bimbingan Syarifuddin Latif, S.H., M.H

Penelitian ini di latar belakangi oleh fenomena meningkatnya penjualan mainan,
khususnya Tamiya, di marketplaceyang kini semakin diminati masyarakat. Dalam
persaingan yang ketat, penting bagi penjual untuk memprioritaskan kualitas
layanan, kualitas produk dan strategi| harga yang kompetitif untuk mencapai
loyalitas pelanggan melalui kepuasan pelanggan. Loyalitas pelanggan dianggap
penting untuk kelangsungan bisnis, karena pelanggan yang loyal biasanya
melakukan pembelian berulang serta merekomendasikan produk atau layanan
kepada orang lain. Tujuan penelitian imi adalah untuk menganalisis pengaruh
kualitas layanan, kualitas produk dan harga terhadap loyalitas pelanggan dengan
mempertimbangkan peran mediasi kepuasan . pelanggan. Hasil penelitian
menunjukkan bahwa kualitas layanan, kualitas produk, dan harga memiliki
pengaruh positif signifikan terhadap kepuasan pelanggan, yang selanjutnya
berpengaruh terhadap loyalitas pelanggan. Kualitas layanan dan harga
memengaruhi loyalitas pelanggan secara langsung, sementara kualitas produk

memerlukan mediasi kepuasan pelanggan untuk memengaruhi loyalitas.

Kata kunci: Harga, Kualitas Layanan, Kualitas Produk, Kepuasan Pelanggan,

Loyalitas Pelanggan
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ABSTRACT

THE PHENOMENON OF CUSTOMER EXPERIENCE TOWARDS SERVICE
QUALITY ASPECTS AT UNO UNO COFFEE AND RESTO

By:

Hasyim Assegaf

NPM : 223404516028

Final Assignment, under the guidance of Syarifuddin Latif, S.H., M.H

This research is motivated by the increasing sales of toys, particularly Tamiya, in
the marketplace, which are now increasingly in demand by the public. In a highly
competitive environment, it is crucial for sellers to prioritize service quality,
product quality, and competitive pricing strategies to achieve customer loyalty
through customer satisfaction. Customer loyalty is considered crucial for business
continuity, as loyal customers typically make repeat purchases and recommend
products or services to others. The purpose of this study is to analyze the influence
of service quality, product quality, and price on customer loyalty, considering the
mediating role of customer satisfaction. The results show that service quality,
product quality, and price have a significant . positive effect on customer
satisfaction, which in turn influences customer loyalty. Service quality and price
directly influence customer loyalty, while product quality requires the mediation of

customer satisfaction to influence loyalty.

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

Customer Loyalty
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