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ABSTRACT 
 

(A) NIA NURFAIZAH ABDULLAH 

(B) THE INFLUENCE OF CUSTOMER SATISFACTION ANTECEDENT IN 
ESTABLISHING CUSTOMER LOYALTY LAWLESS BURGERBAR IN JAKARTA 

(C) MARKETING MANAGEMENT 

(D) This study aims to determine the effect of food quality, employee service quality, 
and price fairness on customer satisfaction and the effect of customer satisfaction 
on customer loyalty Lawless Burgerbar in Jakarta. The research design used is 
descriptive research. The sample in this study used non-probability sampling. This 
study collects data through the distribution of online questionnaires to 200 Lawless 
Burgerbar customers. The analytical method used is SmartPLS 3.0. The results of 
this study indicate that food quality, employee service quality, and price fairness 
have a positive effect on customer satisfaction and customer satisfaction has a 
positive effect on customer loyalty. The practical implication is for managers or 
owners of Lawless Burgerbar to be able to formulate marketing and operational 
strategies that are honed to optimize customer loyalty at Lawless Burgerbar by 
implementing food quality, employee service quality, price fairness, and customer 
satisfaction. 

(E) Keywords: Food Quality, Employee Service Quality, Price Fairness, Customer 
Satisfaction, Customer Loyalty. 

(F) Dr. MIHARNI TJOKROSAPUTRO S.E., M.M. 
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ABSTRAK 
 

(A) NIA NURFAIZAH ABDULLAH 

(B) PENGARUH ANTESEDEN CUSTOMER SATISFACTION DALAM 
MEMBENTUK CUSTOMER SATISFACTION LAWLESS BURGERBAR DI 
JAKARTA 

(C) MANAJEMEN PEMASARAN 

(D) Penelitian ini bertujuan untuk mengetahui pengaruh food quality, employee 
service quality, dan price fairness terhadap customer satisfaction serta pengaruh 
customer satisfaction terhadap customer loyalty Lawless Burgerbar di Jakarta. 
Desain penelitian yang digunakan yaitu penelitian deskriptif. Sampel pada 
penelitian ini menggunakan non-probability sampling. Studi ini mengumpulkan 
data melalui penyebaran kuesioner online kepada 200 pelanggan Lawless 
Burgerbar. Metode analisis yang digunakan adalah SmartPLS 3.0. Hasil penelitian 
ini menunjukkan bahwa food quality, employee service quality, dan price fairness 
berpengaruh positif terhadap customer satisfaction dan customer satisfaction 
berpengaruh positif terhadap customer loyalty. Implikasi Praktisnya adalah bagi 
manajer atau pemilik Lawless Burgerbar agar dapat merumuskan strategi 
pemasaran dan operasional yang diasah untuk mengoptimalkan loyalitas pelanggan 
Lawless Burgerbar dengan menerapkan food quality, employee service quality, 
price fairness, dan customer satisfaction. 

(F) Kata Kunci : Food Quality, Employee Service Quality, Price Fairness, 
Customer Satisfaction, Customer Loyalty. 

(F) Dr. MIHARNI TJOKROSAPUTRO S.E., M.M. 
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HALAMAN MOTTO 
 

“Just because it’s hard doesn’t mean it’s impossible. Never give up, because great 

things take time” 
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