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ABSTRAK 

 

Warunk Upnormal yang dikenal sebagai salah satu restoran yang populer 

sebagai tempat favorite masyarakat dengan menawarkan konsep unik dan suasana 

yang nyaman serta didukung oleh strategi marketing yang diterapkan untuk 

menunjang kesuksesannya. Namun kini kondisi Warunk Upnormal berbanding 

terbalik dimana justru mengalami permasalahan seperti sepi pengunjung sehingga 

beberapa gerainya harus tutup. Oleh sebab itu, penulis melihat bahwa fenomena 

tersebut menunjukan adanya GAP yang dapat melatarbelakangi penelitian ini. 

Tujuan penelitian ini adalah untuk mengetahui pengaruh Food Quality, Price, 

Service Quality, Location and Environment Terhadap Customer Loyalty Melalui 

Customer Satistafction Pada Warunk Upnormal. Penelitian ini menggunakan survei 

dengan pendekatan kuantitatif. Teknik pengumpulan data menggunakan kuesioner. 

Sampel diambil menggunakan Teknik Non Probability Sampling dengan metode 

Judgmental Sampling yang dibagikan kepada 240 responden konsumen dari 

Warunk Upnormal. Alat pengujian menggunakan software SmartPLS. Hasil 

penelitian menunjukkan bahwa seluruh variabel dinyatakan valid dan reliabel, serta 

memenuhi syarat dalam pengujian Inner Model dan Outer Model. Hasil hipotesis 

penelitian menunjukan Food Quality, Price, Service Quality berpengaruh positif 

terhadap Customer Satisfaction, namun Location and Environment tidak memiliki 

pengaruh terhadap Customer Satisfaction. Selain itu, Customer Satistfaction 

berpengaruh berpengaruh positif terhadap Customer Loyalty. 

 

Kata kunci: Customer Satisfaction, Customer Loyalty, Food Quality, Location 

and Environment, Price, Service Quality, Warunk Upnormal. 
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THE INFLUENCE OF FOOD QUALITY, PRICE, SERVICE 

QUALITY, LOCATION AND ENVIRONMENT ON CUSTOMER 

LOYALTY THROUGH CUSTOMER SATISFACTION IN 

WARUNK UPNORMAL 

Steven Surya Wijaya 

 

 

ABSTRACT (English) 

 

Warunk Upnormal is known as one of the restaurants that is popular as a 

favorite place for people by offering a unique concept and comfortable atmosphere 

and is supported by marketing strategies implemented to support its success. 

However, now Warunk Upnormal's condition is the opposite, where it is 

experiencing problems such as lack of visitors, so several of its outlets have had to 

close. Therefore, the author sees that this phenomenon shows the existence of a 

GAP which could be the background for this research. The purpose of this research 

is to determine the influence of Food Quality, Price, Service Quality, Location and 

Environment on Customer Loyalty through Customer Satisfaction at Warunk 

Upnormal. This research uses a survey with a quantitative approach. The data 

collection technique uses a questionnaire. Samples were taken using the Non 

Probability Sampling Technique with the Judgmental Sampling method which was 

distributed to 240 consumer respondents from Warunk Upnormal. The testing tool 

uses SmartPLS software. The research results show that all variables are declared 

valid and reliable, and meet the requirements for Inner Model and Outer Model 

testing. The results of the research hypothesis show that Food Quality, Price, 

Service Quality have a positive influence on Customer Satisfaction, but Location 

and Environment have no influence on Customer Satisfaction. Apart from that, 

Customer Satisfaction has a positive effect on Customer Loyalty. 

 

 

Keywords: Customer Satisfaction, Customer Loyalty, Food Quality, Location and 

Environment, Price, Service Quality, Warunk Upnormal. 
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