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ANALISIS PENGARUH INOVASI PRODUK DAN KUALITAS LAYANAN
TERHADAP KEPUASAN KONSUMEN SERTA LOYALITAS

PELANGGAN: STUDI KASUS INDUSTRI ROTI

 BeQQ\ SeWiaZaQ WiQaWa

ABSTRAK

SWXdi iQi beUWXjXaQ XQWXk PeQgeYaOXaVi SeQgaUXh iQRYaVi SURdXk, kXaOiWaV Oa\aQaQ daQ keSXaVaQ
kRQVXPeQ WeUhadaS OR\aOiWaV kRQVXPeQ daOaP VekWRU iQdXVWUi URWi. TUeQ kRQVXPeQ VaaW iQi
PeQXQjXkkaQ PeQiQgkaWQ\a PiQaW WeUhadaS iQRYaVi SURdXk, WeUPaVXk YaUiaVi UaVa, deVaiQ
kePaVaQ, daQ SeQeUaSaQ WekQRORgi PRdeUQ daOaP SURVeV SURdXkViQ\a. Di ViVi OaiQ, kXaOiWaV
Oa\aQaQ PeQjadi fakWRU XWaPa \aQg PePbaQWX PePSeUWahaQkaQ keSXaVaQ VekaOigXV OR\aOiWaV
kRQVXPeQ. SWXdi iQi PeQeUaSkaQ SeQdekaWaQ kXaQWiWaWif deQgaQ VXUYei kXeViRQeU Vebagai
iQVWUXPeQ XQWXk PeQgXPSXOkaQ daWa, deQgaQ daWa \aQg diSeUROeh daUi 104 UeVSRQdeQ \aQg
diSiOih PeQggXQakaQ WekQik SXUSRViYe VaPSOiQg. AQaOiViV diOakXkaQ deQgaQ UegUeVi OiQeaU
beUgaQda PeQggXQakaQ SPSS 30.0. HaViO SeQeOiWiaQ PeQXQjXkaQ bahZa iQRYaVi SURdXk, kXaOiWaV
Oa\aQaQ daQ keSXaVaQ kRQVXPeQ VecaUa VigQifikaQ PePeQgaUXhi OR\aOiWaV SeOaQggaQ. SWXdi iQi
PePbeUikaQ iPSOikaVi bahZa SURdXVeQ URWi SeUOX beUfRkXV Sada SeQgePbaQgaQ iQRYaVi SURdXk
daQ SeQiQgkaWaQ Oa\aQaQ SeOaQggaQ XQWXk PePSeUWahaQkaQ OR\aOiWaV SeOaQggaQ.

Kata Kunci: IQRYaVi PURdXk, KXaOiWaV PeOa\aQaQ, KeSXaVaQ KRQVXPeQ, LR\aOiWaV PeOaQggaQ.
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ANALYSIS OF THE INFLUENCE OF PRODUCT INNOVATION AND
SERVICE QUALITY ON CONSUMER SATISFACTION AND CUSTOMER

LOYALTY: CASE STUDY OF THE BREAD INDUSTRY

 BeQQ\ SeWiaZaQ WiQaWa

ABS7RAC7 (EQJOLVK)

TKLV VWXG\ DLPV WR HYDOXDWH WKH LQIOXHQFH RI SURGXFW LQQRYDWLRQ, VHUYLFH TXDOLW\ DQG FRQVXPHU
VDWLVIDFWLRQ RQ FRQVXPHU OR\DOW\ LQ WKH EDNHU\ LQGXVWU\ VHFWRU. CXUUHQW FRQVXPHU WUHQGV VKRZ
LQFUHDVLQJ LQWHUHVW LQ SURGXFW LQQRYDWLRQ, LQFOXGLQJ IODYRU YDULDWLRQV, SDFNDJLQJ GHVLJQ, DQG WKH
DSSOLFDWLRQ RI PRGHUQ WHFKQRORJ\ LQ WKH SURGXFWLRQ SURFHVV. OQ WKH RWKHU KDQG, VHUYLFH TXDOLW\ LV
WKH PDLQ IDFWRU WKDW KHOSV PDLQWDLQ FRQVXPHU VDWLVIDFWLRQ DQG OR\DOW\. TKLV VWXG\ DSSOLHV D
TXDQWLWDWLYH DSSURDFK ZLWK D TXHVWLRQQDLUH VXUYH\ DV DQ LQVWUXPHQW IRU FROOHFWLQJ GDWD, ZLWK GDWD
REWDLQHG IURP 104 UHVSRQGHQWV VHOHFWHG XVLQJ D SXUSRVLYH VDPSOLQJ WHFKQLTXH. AQDO\VLV ZDV
FDUULHG RXW ZLWK PXOWLSOH OLQHDU UHJUHVVLRQ XVLQJ SPSS 30.0. TKH UHVHDUFK UHVXOWV VKRZ WKDW
SURGXFW LQQRYDWLRQ, VHUYLFH TXDOLW\ DQG FRQVXPHU VDWLVIDFWLRQ VLJQLILFDQWO\ LQIOXHQFH FXVWRPHU
OR\DOW\. TKLV VWXG\ SURYLGHV WKH LPSOLFDWLRQ WKDW EUHDG PDQXIDFWXUHUV QHHG WR IRFXV RQ GHYHORSLQJ
SURGXFW LQQRYDWLRQ DQG LPSURYLQJ FXVWRPHU VHUYLFH WR PDLQWDLQ FXVWRPHU OR\DOW\.

Ke\ZRUdV: PURdXcW IQQRYaWiRQ, SeUYice QXaOiW\, CRQVXPeU SaWiVfacWiRQ, CXVWRPeU LR\aOW\.
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