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RINGKASAN 

Dunia usaha terus berkembang pesat sejalan dengan perkembangan era 

globalisasi yang disebabkan oleh semakin ketatnya persaingan dunia usaha dalam 

memasarkan produk dan jasa kepada konsumen. Dunia bisnis sangat kompetitif di 

berbagai bidang, termasuk bisnis kuliner. Kondisi ini menuntut perusahaan untuk 

dapat menyesuaikan usahanya dengan kondisi zaman agar dapat bertahan dan 

melanjutkan usahanya. Setiap perusahaan harus terus berinovasi dan berkreasi 

dalam usahanya untuk bersaing dengan perusahaan lain. Terlebih bagi perusahaan 

yang bergerak di dunia kuliner seperti bisnis makanan dan minuman yang sudah 

muncul sejak lama di Indonesia, dari mulai warung makan, restoran bahkan coffee 

shop atau yang biasa dikenal dengan istilah kafe.  

Salah satu usaha yang bergerak pada bidang kuliner di Surabaya adalah Lelucky 

Kopi. Mereka menawarkan berbagai minuman, makanan dan makanan ringan. 

Walaupun sudah berdiri lama bukan berarti akan selalu menjadi bisnis kuliner yang 

memiliki kualitas baik, tentunya perlu adanya inovasi baru yang perlu diterapkan 

sehingga dapat bersaing dan bisa mempertahankan setiap konsumennya. Dengan 

membangun kepercayaan dari para konsumennya melalui peningkatan kepuasan 

konsumen seperti harga yang kompetitif, kualitas produk yang terjamin dan 

kualitas pelayanan yang baik. 

Penelitian ini bertujuan untuk mengetahui persepsi harga, kualitas produk, 

kualitas pelayanan terhadap loyalitas konsumen melalui kepusan konsumen pada 

Lelucky Kopi di Surabaya. Penelitian ini merupakan penelitian kuantitatif dengan 

menggunakan data primer yang diperoleh dari kuesioner terhadap 100 responden. 

Teknik analisis data dalam penelitian ini ialah Outer Model, Inner Model dan Uji 

hipotesis. 

Berdasarkan hasil penelitian yang diperoleh menunjukan bahwa persepsi harga 

berpengaruh signifikan terhadap loyalitas konsumen, persepsi harga berpengaruh 

signifikan terhadap kepuasan konsumen, kualitas produk berpengaruh signifikan 

terhadap loyalitas konsumen, kualitas produk berpengaruh signifikan terhadap 

kepuasan konsumen, kualitas pelayanan berpengaruh signifikan terhadap loyalitas 

konsumen, kualitas pelayanan berpengaruh signifikan terhadap kepuasan konsumen 

dan kepuasan konsumen berpengaruh terhadap loyalitas konsumen pada Lelucky 

Kopi di Surabaya. 
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SUMMARY 

 The business world continues to grow rapidly in line with developments in 

the globalization era caused by increasingly intense competition in the business 

world in marketing products and services to consumers. The business world is very 

competitive in various fields, including the culinary business. This condition 

requires companies to be able to adapt their business to the conditions of the times 

in order to survive and continue their business. Every company must continue to 

innovate and be creative in its efforts to compete with other companies. Especially 

for companies engaged in the culinary world, such as the food and beverage 

business, which has existed for a long time in Indonesia, from food stalls, 

restaurants, and even coffee shops, or what is commonly known as a café 

 One of the businesses engaged in the culinary field in Surabaya is Lelucky 

Coffee. They offer a variety of drinks, food and snacks. Even though it has been 

around for a long time, it doesn't mean that it will always be a culinary business that 

has good quality, of course there needs to be new innovations that need to be 

implemented so that it can compete and be able to retain its customers. By building 

the trust of its consumers through increasing customer satisfaction such as 

competitive prices, guaranteed product quality and good service quality. 

             This study aims to determine the perception of price, product quality, 

service quality on consumer loyalty through consumer satisfaction at Lelucky Coffee 

in Surabaya. This research is a quantitative study using primary data obtained from 

questionnaires to 100 respondents. Data analysis techniques in this study are Outer 

Model, Inner Model and hypothesis testing. 

           Based on the research results obtained, it shows that price perceptions have a 

significant effect on customer loyalty, price perceptions have a significant effect on 

customer satisfaction, product quality has a significant effect on customer loyalty, 

product quality has a significant effect on customer satisfaction, service quality has 

a significant effect on customer loyalty, service quality has an effect significant 

effect on consumer satisfaction and consumer satisfaction effect on consumer loyalty 

at Lelucky Coffee in Surabaya. 
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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh persepsi harga (X1), 

kualitas produk (X2), kualitas pelayanan (X3) terhadap loyalitas konsumen (Y) 

melalui kepuasan konsumen (Z) pada Lelucky Kopi di Surabaya. Metode penelitian 

yang digunakan adalah penelitian kuantitatif. Dalam menentukan sampel penelitian 

peneliti menggunakan rumus indicator dikali 5 sehingga didapatkan sebanyak 100 

responden. Data hasil penelitian dianalisis secara kuantitatif dengan menggunakan 

instrument pengumpulan data ( kuesioner), sebelumnya diuji melalui outer model, 

inner model dan uji hipotesis yang diolah dengan menggunakan SmartPls. 

Berdasarkan hasil penelitian ini menunjukan bahwa persepsi harga berpengaruh 

signifikan terhadap loyalitas konsumen, persepsi harga berpengaruh signifikan 

terhadap kepuasan konsumen, kualitas produk berpengaruh signifikan terhadap 

loyalitas konsumen, kualitas produk berpengaruh signifikan terhadap kepuasan 

konsumen, kualitas pelayanan berpengaruh signifikan terhadap loyalitas konsumen, 

kualitas pelayanan berpengaruh signifikan terhadap kepuasan konsumen dan 

kepuasan konsumen berpengaruh terhadap loyalitas konsumen pada Lelucky Kopi di 

Surabaya. 

 

Kata Kunci : Persepsi Harga, Kualitas Produk, Kualitas Pelayanan, Loyalitas 

Konsumen dan Kepuasan Konsumen. 
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ABSTRACT 

 This study aims to determine the effect of perceived price (X1), product 

quality (X2), service quality (X3) on consumer loyalty (Y) through consumer 

satisfaction (Z) at Lelucky Coffee in Surabaya. The research method used is 

quantitative research. In determining the research sample, the researcher used the 

indicator formula multiplied by 5 so that a total of 100 respondents were obtained. 

The research data were analyzed quantitatively using a data collection instrument 

(questionnaire), previously tested through the outer model, inner model and 

hypothesis testing which were processed using SmartPls. 

             Based on the results of this study indicate that price perceptions have a 

significant effect on customer loyalty, price perceptions have a significant effect on 

customer satisfaction, product quality has a significant effect on customer loyalty, 

product quality has a significant effect on customer satisfaction, service quality has 

a significant effect on customer loyalty, service quality has a significant effect on 

consumer satisfaction and consumer satisfaction has an effect on consumer loyalty 

to Lelucky Coffee in Surabaya. 

 

 

Keywords: Perceived Price, Product Quality, Service Quality, Consumer Loyalty 

and Consumer Satisfaction. 
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