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ABSTRAKSI

Penelitian ini berjudul Pengaruh Bauran Pemasaran Dalam Bisnis Restoran
Terhadap Kepuasan Dan Loyalitas Konsumen Pada Rumah Makan Lestari
Jember. Objek yang diteliti adalah pelanggan rumah makan Lestari Jember bulan
Februari sampai bulan Maret 2011. Tujan penelitian bertujuan untuk mengetahui
dan menganalisa pengaruh bauran pemasaran dalam bisnis restoran terhadap
kepuasan dan loyalitas konsumen. Penelitian ini menggunakan data primer dan
data sekunder. Data primer diambil dari jawaban responden yang mengisi
kuisioner yaitu pelanggan rumah makan Lestari Jember yang terpilih dan
memenuhi kriteria sebagai responden. Sedangkan data sekunder penelitian ini
diperoleh dari penelitian sebelumnya, literatur yang berakaitan dengan penelitian
rumah makan Lestari Jember . Tehnik Pengambilan sampel menggunakan
purposive sampling dengan jumlah responden sebanyak 140 orang. Alat analisis
yang digunakan adalah Analisis Jalur (Path Analysis). Hasil analisis ini
menunjukkan terdapat pengaruh yang signifikan antara bauran pemasaran yang
terdiri dari produk, harga, tempat, promosi, bukti fisik, proses, orang terhadap
kepuasan konsumen. Menunjukkan juga pengaruh yang signifikan antara bauran
pemasaran yang terdiri dari produk, harga, tempat, promosi, bukti fisik, proses,
orang terhadap loyalitas konsumen. Menunjukkan juga pengaruh yang signifikan
antara kepuasan konsumen dan loyalitas konsumen.

Kata Kunci : Bauran pemasaran, produk, harga, tempat, promosi, bukti fisik,
proses, orang, kepuasan konsumen, dan loyalitas konsumen.
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ABSTRACT

This study entitled Effect of Business Restaurant Marketing Mix Of Loyalty
Customer Satisfaction And Eat At Home Lestari Jember. Object under study is the
customer's house to eat Sustainable Jember March to April 2011. Tujan study
aims to determine and analyze the influence of marketing mix in the restaurant
business to consumer satisfaction and loyalty. This study uses primary data and
secondary data. Primary data was taken from the answers of respondents who
filled in a questionnaire that restaurant customers Lestari Jember and meet the
criteria selected as respondents. While secondary research data was obtained from
previous research, the research literature berakaitan restaurant Lestari Jember.
Sampling techniques using purposive sampling with the number of respondents as
much as 140 people. Analysis tool used is the Path Analysis (Path Analysis). The
results of this analysis indicate there are significant effect between marketing mix
consisting of product, price, place, promotion, physical evidence, process, people
on customer satisfaction. Also showed a significant effect between marketing mix
consisting of product, price, place, promotion, physical evidence, process, people
on the loyalty of consumers. Also showed a significant effect between consumer
satisfaction and consumer loyalty

Keywords: marketing mix, product, price, place, promotion, physical evidence,
processes, people, customer satisfaction and customer loyalty.
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SUMARRY

This study entitled Effect of Business Restaurant Marketing Mix Of Loyalty
Customer Satisfaction And Eat At Home Lestari Jember. Object under study is the
customer's house to eat Sustainable Jember March to April 2011. Tujan study
aims to determine and analyze the influence of marketing mix in the restaurant
business to consumer satisfaction and loyalty. This study uses primary data and
secondary data. Primary data was taken from the answers of respondents who
filled in a questionnaire that is customer Lestari Restaurant Jember and meet the
criteria selected as respondents. While secondary research data was obtained from
previous research, the research literature berakaitan restaurant Lestari Jember.
Sampling techniques using purposive sampling with the number of respondents as
many as 70 people. Analysis tool used is the Path Analysis (Path Analysis). Based
on the analysis and discussion of the influence of the marketing mix of
satisfaction and customer loyalty Restaurants Jember sustainable, it can be
concluded that the services marketing mix significantly influence customer
satisfaction with the direction of a positive relationship. This can be seen at the
5% obtained path coefficients (beta standardize) of 0.388 with a value of 0.000
significant, because the sig <& or 0.000 <0.05 then HO is rejected. This suggests
the first hypothesis hal accepted or proven in other words there is significant
influence between the services marketing mix (X) towards consumer satisfaction
(Z). Hypotheses one, two, three, four, five, six, and seven states that have a direct
influence on the services marketing mix of consumer satisfaction. Judging from
the analysis of pathways that mention X1 Influence of Z = (0.307). (0.307) =
0.094, X2 influence of Z = (0.189). (0.189) = 0.036, X3 influence of Z = (0.313).
(0.313) = 0.094 , the effect of X4 (Z) = (0.270). (0.270) = 0.073, X5 influence of
(Z) =(0.189). (0.189) = 0.035, X6 influence of (Z), = (0.313). (0.313) = 0.097, X7
influence of Z = (0.418). (.418) = .174. It is seen standardize the value of the
coefficient is smaller than the total value of the determinant coefficient (R2m),
then HO is rejected. This suggests the fourth hypothesis is accepted or in other
words there is a significant influence. Test this hypothesis there is a direct
influence of the marketing mix services (X) consisting of the product (product),
price (price), place (place), promotion (promotion), physical facilities (physical
evidence), process (process), people ( people) towards consumer satisfaction (7).
Services marketing mix have a significant effect on customer loyalty to the
direction of a positive relationship. that at the 5% obtained path coefficients (beta
standardize) of 0.418 with a significant value of 0.000, because the sig <& or
0.000 <0.05 then HO is rejected. This suggests the hypothesis is accepted or
proven in other words there is significant influence between the services
marketing mix (X) on loyalty (Y). Hypothesis eighth, ninth, tenth, eleventh,
twelve, thirteen, fourteen, said that there is a direct effect on the services
marketing mix of consumer loyalty seen from the results of analysis influence
lines X1 to Y = (0.228). (0.228) = 0.052, X2 influence on Y = (0.164). (0.164) =
0.027, X3 influence of Y = (0.211). (0.211) = 0.045, effect against X4 = (0.175).



(0.175) = 0.030, X5 influence of Y = (0.211). (0.211) = 0.044, X6 influence of Y
=(0.210). (0.210) = 0.044, X7 influence of Y = (0.418). (.418) = .174. It is seen
standardize the value of the coefficient is smaller than the total value of the
determinant coefficient (R2m), then HO is rejected. This suggests the fourth
hypothesis is accepted or in other words there is a significant influence. Test this
hypothesis there is a direct influence of the marketing mix services (X) consisting
of the product (product), price (price), place (place), promotion (promotion),
physical facilities (physical evidence), process (process), people ( people) on
customer loyalty (Y). Significantly affect customer satisfaction on customer
loyalty to the direction of a positive relationship. Can be shown that at the 5%
obtained path coefficients (beta standardize) of 0.222 with a significant value of
0.000, because sig < & or 0.005 < 0.05 then HO is rejected. This suggests the
hypothesis fifteenth Hal5 accepted or proven in other words there is significant
influence between the services marketing mix (X) towards consumer satisfaction
(Z), which means that if the perception of increased customer satisfaction will
increase customer loyalty, and vice versa if the perception of consumers of
satisfaction will lower declining customer loyalty. These results support the
(receive) the third hypothesis in this study the mean satisfaction significantly
influence customer loyalty Lestari Restaurant.
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