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MOTTO DAN PERSEMBAHAN

Quality in a service of product
is not what you put into it,

it is what the customer

gets out of it.

(Peter Drucker,)
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ABSTRAK

Laporan Akhir ini berjudul “Analisa Kualitas Produk Terhadap Kepuasan
Konsumen di Resto Sinibe Food and Drink”. dibuat dengan tujuan untuk
mengetahui persepsi kepuasan konsumen terhadap kualitas produk. Penilaian
kualitas produk dilakukan dengan menilai 8 (delapan) variabel yaitu kinerja
(performance), daya tahan (durability), kesesuaian dengan spesifikasi
(conformance to specification), fitur (features), keandalan (reability), estetika
(aesthetics), kesan kualitas (received quality) dan kemampuan melayani
(serviceability). Penelitian ini dilakukan di Resto Sinibe Food and Drink dengan
jumlah responden 95 orang. Metode yang digunakan adalah kuesioner dengan
analisis data kuantitatif menggunakan rumus interpretasi skor dan skala likert.
Hasil dari analisa diketahui bahwa variabel terbesar adalah kesan kualitas yang
mendapatkan skor 84,5% termasuk kedalam kategori sangat puas. Sedangkan
skor yang paling kecil adalah dari variabel fitur yaitu mendapat skor 78,35%
termasuk kedalam kategori puas. Secara keseluruhan penilaian responden
terhadap kualitas produk pada Resto Sinibe Food and Drink mendapat nilai 81,79
dan penilaian tersebut merupakan kategori sangat puas.

Kata Kunci: Kualitas Produk, Dimensi Kualitas Produk, Kepuasan ~ Konsumen.



ABSTRACT

This Final Report is titled "Analysis of Product Quality Towards Customer Satisfaction at
Resto Sinibe Food and Drink". made with the aim of knowing the perception of consumer
satisfaction with product quality. Product quality assessment is done by assessing 8 (eight)
variables namely performance (performance), durability (durability), conformity with
specifications (conformance to specification), features (features), reliability (reability),
aesthetics (aesthetics), the impression of quality ( received quality) and serviceability. This
research was conducted at Resto Sinibe Food and Drink with 95 respondents. The method
used is a questionnaire with quantitative data analysis using formula score interpretation and
Likert scale. The results of the analysis show that the biggest variable is the impression that
quality scores 84.5% fall into the very satisfied category. While the smallest score is from the
feature variable, which scores 78.35% into the satisfied category. Overall, respondents’
assessment of the quality of products at the Resto Sinibe Food and Drink got a value of 81.79
and the rating was a very satisfied category.

Keywords: Product Quality, Dimensions of Product Quality, Consumer Satisfaction.
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