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ABSTRAK 

Objek dalam penelitian ini adalah Richeese Factory Harapan Indah. Penelitian 

ini dilaksanakan dengan tujuan untuk mengetahui perbedaan yang signifikan 

kepuasan konsumen dengan membentuk model diskriminan. Kepuasan 

konsumen dibedakan menjadi dua kategori yaitu konsumen puas dan konsumen 

tidak puas. Variabel yang mempengaruhi kepuasan konsumen adalah 

pengalaman pelanggan, nilai pelanggan dan kualitas produk. Metode 

pengumpulan data yang digunakan dengan cara memberikan kuesioner kepada 

100 responden yang pernah makan di Richeese Factory Harapan Indah. Teknik 

sampel menggunakan purposive sampling dan teknik analisis menggunakan 

diskriminan. 

Hasil penelitian didapat bahwa variabel customer experience, customer value dan 

product quality mempengaruhi customer satisfaction pelanggan Richeese Factory 

Harapan Indah. Hal ini dibuktikan dengan hasil test of equality of group means 

mendapat nilai Sig, yang kurang dari 0,05. Customer experience (0,023 < 0,05), 

customer value (0,023 < 0,05) dan product quality (0,000 < 0,05). Hubungan 

antara customer experience, customer value dan product quality dikategorikan 

sangat kuat. Hal tersebut dibuktikan dengan hasil Eigenvalues sebesar 0,611. 

 

Kata kunci : Customer Satisfaction, Customer Experience, Customer Value, 

Product Quality, Analisis Diskriminan. 

 

 

 

 

 

 

 

 

 

 

 

 

ABSTRACT 

 



 

 

iv 

 

The object of this research is Harapan Indah Richeese Factory. This research was 

conducted with the aim to find out significant differences with consumers who 

make discriminant models. Consumer satisfaction is divided into two categories: 

satisfied consumers and unsatisfied consumers. Variables that increase customer 

satisfaction are customer value, customer value and product quality. The data 

collection method used was by giving questionnaires to 100 respondents who had 

eaten at the Harapan Indah Richeese Factory. The sampling technique uses 

purposive sampling and the analysis technique uses discriminant. 

The results showed that the variables of customer experience, customer value and 

product quality affect customer satisfaction Richeese Factory Harapan Indah 

customers. This is evidenced by the results of the group equality test means that it 

got a Sig, which is less than 0.05. Customer experience (0.023 <0.05), customer 

value (0.023 <0.05) and product quality (0.000 <0.05). The relationship between 

customer experience, customer value and product quality is considered very 

strong. This is evidenced by the results of the Eigen value of 0.611. 

 

Keywords: Customer Satisfaction, Customer Experience, Customer Value, 

Product Quality, Discriminant Analysis. 
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