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THE EFFECT OF PRICE, PRODUCT QUALITY AND SERVICES QUALITY
ON CUSTOMER’S SATISFACTION OF
KENTUCKY FRIED CHICKEN KFC
IN SURABAYA

Akbar Dwi Yulianto
STIE Perbanas Surabaya
Email : 2013210699 @students.perbanas.ac.id

ABSTRACT

Customer’s satisfaction on some products or services could be affected by several
things. People judge the products or services by their services or any other factors
that would be impact to consumer’s satisfaction. The aim of this study is to
investigate the influence of of price, product quality and services quality on
customer’s satisfaction of KFC in Surabaya. A sample number of 105 respondents
and the data were collected by questionnaires. From the analysis using multiple
regression analysis, the results achieved that price has negative significant effect
on customer’s satisfaction of KFC in Surabaya, product quality has positive
significant effect on customer’s satisfaction of KFC in Surabaya and services
quality also has positive significant effect on customer’s satisfaction of KFC in
Surabaya.

Key words : Price, Product Quality, Services Quality and Customer’s Satisfaction
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ABSTRAK

Kepuasan pelanggan konsumen terhadap suatu produk barang maupun jasa tentu
dipengaruhi oleh beberapa hal. Masyarakat menilai barang atau jasa tersebut
berdasarkan kepuasan yang dirasakannya. Penelitian ini bertujuan untuk menguji
adanya pengaruh dari harga, kualitas produk dan kualitas layanan terhadap
kepuasan pelanggan KFC di Surabaya. Sampel berjumlah 105 responden dan data
dikumpulkan dengan kuesioner. Berdasarkan analisis dengan regresi linier
berganda, maka ditemukan hasil bahwa harga berpengaruh negatif signifikan
terhadap kepuasan pelanggan KFC di Surabaya, kualitas produk berpengaruh
positif signifikan terhadap kepuasan pelanggan KFC di Surabaya, dan kualitas
layanan berpengaruh positif signifikan terhadap kepuasan pelanggan KFC di
Surabaya.

Kata Kunci  : Harga, Kualitas Produk, Kualitas Layanan dan Kepuasan
Pelanggan
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