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INTISARI

Penelitian ini bertujuan untuk menganalisis pengaruh understanding customer
expectation, building service partnership, ‘total quality management, dan
empowering employees pada customer satisfaction, customer loyalty, quality of
product, dan increased profitability.

Populasi penelitian ini adalah para pelanggan ataupun orang-orang yang
pernah berkunjung ke restoran Ayam Goreng Suharti. Metode pengambilan
sampel dalam penelitian ini menggunakan non probability sampling sedangkan
teknik vang digunakan adelah purposive sampling dan convenience sampling.
Jumlah sampel yang digunakan sebanyak 200 responden, namun setelah
dilakukan penyebaran kuisioner hanya 172 kuisioner yang dapat diolah.

_Dalam penelitian ini, uji hipotesis dilakukan dengan menggunakan analisis
Regresi Linear Berganda dengan menggunakan bantuan program SPSS 12.00 for
windows, ini diperlukan untuk mengetahui pengaruh variabel independen terhadap
variabel dependennya. Pengujian nilai-nilai parameter yang dihasilkan dilakukan
denganh menggunakan uji t, uji F dan koefisien determinasi (R?).

Hasil penelitian ini menunjukkan bahwa secara simuitan variabel
understanding customer expectation, building service partnership, total quality
management, dan empowcring employees berpengaruh signifikan pada variabel
customer satisfaction, customer loyalty, quality of product, dan increased
profitability. Sedangkan secara parsial variabel wunderstanding cusiomer
expectation, building service partnership, total quality management, dan
empowering employees berpengaruh signifikan pada variabel customer
satisfaction dan custoiner loyalty. Variabel quality of product dipengaruhi oleh
understanding customer expectation, total quality management, dan empowering
employees, namun variabel building service partnership tidak berpengaruh
signifikan. Sedangkan variabel increused profitability dipengaruhi oleh
understanding customer expectation, building service partnership, dan total
quality management, namun variabel empowering employees tidak berpengaruh
signifikan,

Kata kunci: understanding customer expectotion, building service partnership,
total  quality management, empowering employees, cusfomer
satisfuction, customer loyalty, quality of product, increased
profitability.
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ABSTRACT

The purpose of the research is to examine the influences of understanding
customer expectation, building service partnership, total quality management,
and empowering employees toward customer satisfaction, customer loyalty,
quality of product, and increased profitability.

. The sample of the research is customers who are arriving or ever arnve for
cat in Suharti fried chicken restaurant. The technique samplings in this research
are purposive sampling and convenience sampling. We used questioners 10 collect
the primer data. The respondents were 200 but affer conducted by spreading of
questioner only 172 questioners ablc to be processed.

We used regression analysis to known the influences of understanding
customer expectation, building service parinership, total quality management,
and empowering employees toward customer satisfaction, customer loyaity,
quality of product, and increased profitability.

Result indicated on simultan understanding customer expectation, building
service partnership, total quality managemen, and empowering employees have
significantly influences toward customer satisfaction, customer loyaity, quality of
product, and increased profitability. On  partial understanding customer
expectation, building service partnership, total quality management, and
empowering employees have significantly influences toward customer satisfaction
and custonter loyalty. Quality of product influenced by understanding customer
expectation, iotal quality management, and empawering employees, buf building
service partnership doesn't influcnce. And the last, increased profitability
influenced by undersianding customer expectation, building service partnership,
and total quality managercnt, bul empowering employees doesn 7 influencc.

Keyword: understanding customer expectation, building service partnership,
fotal quality management, empowering  employees,  customer
satisfaction,  customer loyalty, quality of product, increased
profitability.
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