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ABSTRAK

Penelitian ini dilakukan untuk mengetahui pengaruh citra merek dan kualitas
pelayanan terhadap kepuasan pelanggan pada restoran Sushi Tei Batam. Jenis
penelitian yang digunakan adalah analisis deskripif. Seluruh konsumen restoran
Sushi Tei Batam digunakan sebagai populasi dalam penelitian ini. Teknik
pengambilan sampel dalam penelitian ini menggunakan non probability sampling
dengan teknik purposive sampling, kemudian dipilih 280 responden. Metode
analisis yang digunakan dalam pengolahan data dalam penelitian ini meliputi
validitas dan reliabilitas kuesioner, pengujian hipotesis dan koefisien determinasi.
Dari hasil pengujian, semua asumsi diterima. Nilai koefisien determinasi yang
cukup tinggi membuktikan bahwa semakin baik citra merek dan kualitas
pelayanan suatu tempat maka semakin tinggi pula kepuasan pelanggannya.

Kata Kunci: Citra Merek, Kualitas pelayanan dan Kepuasan pelanggan



ABSTRACT

The research was conducted for determine the impact of brand image and service
quality on customer satisfaction at Sushi Tei Batam restaurant. The type of
research used is descriptive analysis. All consumers of Sushi Tei Batam
restaurant are used as a population in the research. The sampling methode use in
the research wused an unlikely sample using evidence-based sampling
methodology, after which 280 respondents were selected. The analytical method
used in data processing in the research includes the validity and reliability of the
questionnaire, hypothesis testing and the coefficient of determination. All
assumptions are accepted based on the test results. The value of the coefficient of
determination is large enough to prove that the better the brand image and
service quality of the site, the higher the customer satisfaction.

Keyword: Brand Image, Quality Of Service and Customer Satisfaction
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