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MOTTO 

      

Istiqomah dalam ketaatan 

Ikhtiar dalam kebaikan 

Tawadhu' dalam perbuatan 

Dan Selebihnya: 

( Eka Mahmudatur Rofi’ah ) 

 

بْرِ  وَاسْتعَِينوُا لََةِ  باِلصَّ وَالصَّ    

"Dan jadikanlah Sabar dan Sholat sebagai penolongmu.." 

(QS: Al-Baqorah, 45) 
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ABSTRAK 

 

Kemajuan teknologi dan peningkatan ekonomi berdampak pada 

perkembangan dunia bisnis, tak terkecuali bisnis kuliner. Industri kuliner merupakan 

salah satu bidang usaha yang sangat berkembang pesat, seperti hal nya perkembangan 

restoran cepat saji yang ada di surabaya yaitu Burger King dan Burger Up . Tujuan 

penelitian ini untuk mengetahui perbedaan Burger King dan Burger Up dari segi 

kualitas produk, kualitas pelayanan dan citra merek terhadap kepuasan pelanggan. 

Metode penelitian yang digunakan adalah penelitian kuantitatif. Peneliti 

menggunakan instrument penelitian berupa kuesioner. Populasi yang digunakan 

pelanggan yang pernah membeli Burger king dan Burger Up di MERR Surabaya. 

Sampel yang digunakan berjumlah 96 dibagi menjadi 2 yaitu 48 Burger King dan 48 

Burger Up. Teknik analisis yang digunakan untuk penelitian adalah Independent 

Sampel T Test.  

Hasil penelitian ini adalah bahwa ada perbedaan signifikan antara kualitas 

produk, kualitas pelayanan dan citra merek terhadap kepuasan pelanggan. Nilai 

kualitas produk  signifikan 0,000, kualitas pelayanan signifikan  0,003 citra merek 

signifikasi 0,000 dan kepuasan pelanggan 0,007, maka kesimpulan penelitian ini Ho 

ditolak dan Ha diterima. 

Kata Kunci : kualitas produk, kualitas pelayanan, citra merek dan kepuasan 

pelanggan.  
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ABSTRACT 

 Technological advances and economic improvements have an impact on 

the development of the business world, including the culinary business. The culinary 

industry is one of the fastest growing business fields, as is the case with the 

development of fast food restaurants in Surabaya, namely Burger King and Burger 

Up. The purpose of this study was to determine the differences between Burger King 

and Burger Up in terms of product quality, service quality and brand image on 

customer satisfaction. 

 The research method used is quantitative research. The researcher used a 

research instrument in the form of a questionnaire. The population used by customers 

who have bought Burger King and Burger Up at MERR Surabaya. The samples used 

were 96 divided into 2, namely 48 Burger King and 48 Burger Up. The analytical 

technique used for this research is the Independent Sample T Test. 

 The result of this research is that there is a significant difference between 

product quality, service quality and brand image on customer satisfaction. The 

value of product quality is significant 0.000, service quality is significant 0.003 

brand image significance is 0.000 and customer satisfaction is 0.007, so the 

conclusion of this study is Ho is rejected and Ha is accepted. 

 

Keywords: product quality, service quality, brand image and customer satisfaction 
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