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7(2), 90 - 97. quality on customer loyalty is 48.1%. The results of this research are
doi:http://dx.doi.org/10.22441/indikato expected to provide input for the management of Miramar Restaurant in

rv7i2.19234 particular, and other restaurants in general regarding the importance of
maintaining and improving food quality. By paying special attention to
food quality, it will increase customer loyalty.
INTRODUCTION

The food and beverage industry are predicted to grow positively by up to 3% by the end
of this year (Nasution et al., 2023). The positive growth of the food and beverage industry sector
makes a significant contribution to the national economy (Kusumadewi, 2022). Compared to
other industrial sectors, the food and beverage industry is one of the sectors that was in high
demand during the COVID-19 pandemic. Based on a report from Ministry of Tourism and
Creative Economy of the Republic of Indonesia, in the third quarter of 2019 the food and
beverage industry were at 8.33%, experiencing a decrease of 0.38% to 7.95 in the fourth quarter
of 2019 and experiencing a further decline of 4.01% to 3.94 in the first quarter in 2020 and
decreased by 3.72% to 0.22 and experienced an increase of 0.44% to 0.66% in the third quarter
of 2020. It can be concluded that the food and beverage industry has increased and has quite
promising prospects.

Based on the discussion above, we can conclude that the business of providing and serving
food and beverages has a positive trend even though the COVID-19 pandemic is currently
hitting Indonesia. However, this also means that the level of business competition among
businesses in the food and beverage service sector is increasing. For example, nowadays there
are lots of new types of restaurants that have sprung up. These restaurants offer a wide variety
products and services which had never existed before. They have made various innovations in
products and services with the aim of increasing customer interest in visiting and buying and
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trying the types of food offered. However, in the end, this innovation will not have a significant
impact on a restaurant's total income if they do not pay attention to the most fundamental thing
for a restaurant's success, namely the quality of food. Food quality greatly influences not only
the level of visits, but also customer loyalty. Therefore, this study will investigate the effect of
food quality on customer loyalty at a restaurant called Miramar Restaurant located in Jakarta.

Miramar restaurant is a themed restaurant casual dining with Indonesian specialties,
which are carried with the concept of a place like a restaurant in general, Miramar Restaurant
is located on JI. Raya Slate No. 52, Pecenongan, Central Jakarta. This restaurant was founded
in 1972 with several food menus, including: grilled chicken, fried chicken, Miramar's signature
gado-gado, fish pepes, and oxtail soup. To be able to compete with other restaurants, customer
loyalty is needed by restaurants, loyal customers will purchase products more than once
(Suchanek and Kralova, 2019). Loyalty is a customer commitment to make repeated purchases
of goods or services (Isoraite, 2016). The following is revenue data for Miramar restaurants for
the period 2018 — 2020.

Pendapatan Restoran Miramar 2018 - 2020
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Figure 1. Revenue data Miramar Restaurant
Source: Restaurant Miramar, 2021

Based on Figure 1.2 above, Miramar Restaurant's revenue in 2018 was Rp. 539,800,000,
then experienced an increase of Rp. 147,200,000 to Rp. 687,000 in 2019 and decreased by Rp.
468,100,000 to IDR 218,900,000 in 2020. It can be concluded that Miramar's restaurant revenue
fluctuates and shows a negative trend. Even though the restaurant management has tried to
improve the service provided by the waiters and provide attractive promotions to their
customers, this has not been able to increase their income figures. Therefore, this research is
expected to provide input and suggestions for Miramar Restaurant managers regarding the
important role of food quality and what factors can increase customer loyalty.

LITERATURE REVIEW
Definition of Food Quality

Quality has become a key element for a company to survive competition and face
challenges from competitors (Sadilek, 2019), while food is the main product of a restaurant.
Quality is defined as the overall characteristics and nature of goods and services that affect the
ability to meet stated and implied needs (Zardi, Wardi, Evanita, 2018). Food quality as the core
product of a restaurant, food plays an important role in the experience of being in a restaurant
(Takaya, 2017).

Food quality is the suitability of food for consumption by customers. Assessment of food
quality for customers begins when customers taste the food served, then provide an assessment
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of the quality of the food (Winarjo and Japarianto, 2017). Customers evaluate food quality from
various attributes including taste, temperature, portion size, menu variety and nutritional value
(Majid, Samsudin, Noorkhizan, Zaki, Bakar, 2018). It can be concluded that the quality of food
is very influential on customer satisfaction. And also customer satisfaction greatly affects
customer loyalty to the restaurant.

According to Winarjo and Japarianto (2017) the dimensions and indicators of food quality
are as follows: Presentation is the ability of a company to display food in a beautiful and
attractive way. Menu Variety is the company's ability to provide a variety of food menus for
customers to choose from. Health Options is the availability of food that is nutritious and
beneficial to the health of customers. Taste is the ability of a food to provide pleasure to the
customer. Freshness is the freshness of the food that makes the food suitable for consumption.
Temperature is the temperature level of food that is appropriate and can be consumed by
customers without making customers wait long.

Customer Loyalty

Loyalty is a commitment to repurchase a product or service according to the customer's
choice (Kotler, et al., 2020). Customer loyalty is a kind of repeat behavior from customers. This
is characterized in terms of repurchase or back patronage intent, recommendations, and word
of mouth. Loyalty arises as a result of customers being satisfied with the organization and its
goods and/or services (Yuanwei and Lertbuasin, 2018). Customer loyalty is the engine for the
success of a business (Ramadhanty, Putri, Azzahra, 2019).

Customer loyalty is the level at which customers exhibit repeat purchase behavior from
service providers, have a positive attitude toward the provider, and consider only using this
provider when the need for this service exists (Samsudin, 2018). It can be concluded that
customer loyalty is a commitment from customers to repurchase products or services and refer
them to friends or family. According to Samsudin (2018) the concept of loyalty is as follows:

Behavioural Loyalty - Loyalty can be understood as a concept of purchase sequences,
purchase proportions, purchase probabilities, and future purchases based on past purchases.
Behavioral loyalty can also be measured easily through the observation technique of repeated
transactions (or the percentage of total transactions in a category, or the total expenditure in a
category). The behavioral aspect is represented by repeated purchases of products or services,
including purchases of different products from a company.

Attitudinal Loyalty - This approach is understood as a customer's psychological
commitment, partisanship, good faith towards a particular product or service. According to
Samsudin (2018) dimensions and indicators of customer loyalty include: Make repeat purchases
regularly, satisfied with the product, repeat purchase, referring to others, voluntarily tells the
goodness of services that have been provided without any feedback from the company,
recommend products to others, and inform the product to other customers about their
experiences.

Relationship between Food Quality and Customer Loyalty

Winarjo and Japarianto (2017) food quality is the suitability of food for consumption by
customers. Food quality assessment for customers begins when the customer tastes the food
served, then gives an assessment of the quality of the food. According to Surnaryo, Prasetyo,
Hardjomidjojo, Nurdianchah (2019) food quality is a basic component of a restaurant, food
quality is important for restaurants.

This research is supported by Zhong and Moon (2020) food quality has a positive and
significant effect on customer loyalty. Food quality refers to several aspects including food
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presentation, taste, menu diversity, health, a high level of food quality is the main marketing
strategy that can satisfy, maintain and provide a happy buying experience for them. Food quality
has a positive impact on customer loyalty. Customers will invite family or friends to return to
the restaurant to buy high quality food. Moreover, this research is also supported by Majid,
Samsudin, Noorkhizan, Zaki, Bakar, (2018) food quality has a positive and significant effect
on customer loyalty. Food quality exceeds other determinations such as environment and
service, food quality is a major determinant in building customer loyalty, especially in
restaurants. So that the quality of food has a positive relationship with customer loyalty.

One of the factors that influence customer loyalty is food quality. Sugiharto and Are
(2020). Quality is an overall evaluation, global assessment, or attitude towards purchasing a
product which is the result of a comparison between expectations and the reality of a product
or service. Adrian, Adriansyah, Sundayana, Ridwan, Tanuwijaya (2020) food quality is an
important factor in facing business competition in the tourism sector, especially restaurants.
Food quality is the main attribute of diner satisfaction in restaurants and a predictor of food
safety (Mohaydin, Chand, Aziz, Bashir, Irfan, 2017). Food quality is an important factor for
customers choosing restaurants, customers evaluate food quality from various attributes such
as taste, temperature, portion size, menu variety and nutritional value (Majid, Syamsudin,
Noorkhizan, Zacky, Bakar, 2018). Therefore, based on the discussion of the literature above,
the study offers the following hypotheses:

Ho: There is no effect of food quality on customer loyalty at Miramar Restaurant
Ha: There is an effect of food quality on customer loyalty at Miramar Restaurant.

METHOD
Research Design

The research design used is descriptive quantitative. Quantitative method is a method
that tests theory by connecting between variables. This variable is measured by instruments and
the data is analyzed statistically (Creswell and Creswell, 2018). While descriptive is the
formulation of the problem relating to the question of the existence of independent variables,
whether only one variable or more (Sugiyono, 2019). The unit of analysis in this study is
Miramar restaurant customers. The time approach used is approximation cross sectional.
According to Sekaran and Bougie (2016) cross sectional research can be conducted in which
data are collected once perhaps over a period of days or weeks or months to answer a research
question.
Research Instruments, Population and Sample

Data collection techniques used a questionnaire. According to Thomas (2021) a

questionnaire is a series of questions or statements predetermined by researchers to be answered
by respondents. The questionnaire was measured using a Likert scale. According to Collis and
Hussey (2021) the population is the right group of people. The population in this study was
6,133 Miramar restaurant customers. Customer data is obtained from the number of restaurant
visitors recorded by Miramar Restaurant. This data can be obtained because one of the authors
gets access to restaurant management. Based on this population, samples were taken for
research. The sample is part of the population (Zikmund and Babin, 2016). Sampling technique
using judgmental sampling. Judgmental sampling is a sampling technique with certain criteria,
namely customers of the Miramar restaurant who have eaten at the Miramar restaurant at least
once (Sugiarto, 2017).

In this study, there were 100 respondents involved. of the 100 respondents, 64% were
male and 36% female, 61% were aged 17-27 years, 22% were aged 28-37 years, 9% were aged
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38-47 years, and 8% were aged > 48 years. Also, 34% work as private employees, 27% as
students, 8% as civil servants, 14% as housewives, and 17% as entrepreneurs. Regarding the
frequency of visits, 76% of respondents visited the Miramar restaurant in a month 1 - 5 times
and 24% of respondents 6 times - 10 times visited the Miramar restaurant in a month.

RESULTS AND DISCUSSION

Reliability, Validity and Normality Test

According to Sekaran and Bougie (2016), the validity test is used to determine the
accuracy of the questionnaire. The basis for making a decision on the validity test in this study
is the arithmetic > r table. In this study, the variable 'food quality' has ten statements with a
value of r count > r table, then all food quality statement items are valid. And, for the variable
‘customer loyalty' has nine statements with a value of r count > r table, all items of the customer
loyalty statement are valid. Besides that, according to Creswell and Creswell (2018) reliability
is used to test the consistency of the questionnaire. The method used in reliability testing is to
use Cronbach's Alpha method in which one variable is considered reliable if Cronbach's Alpha
> 0.6. For food quality (X), it has a Cronbach Alpha value of 0.909 > 0.6, so food quality is
declared reliable, while the consumer loyalty variable has a Cronbach Alpha value of 0.893 >
0.6, so consumer loyalty is declared reliable. Next, the Asymp. Sig. (2-tailed) 0.183 > 0.05, so
based on these results, the data is considered normally distributed.

Moreover, this study aims to examine the relationship between food quality and customer
loyalty at Miramar Restaurant Jakarta. Therefore, there are two research variables that will be
tested using simple regression analysis. According to Priyatno (2018) simple linear regression
analysis is an analysis to determine whether there is a significant influence between one
independent variable and one dependent variable, to find out how the effect (positive or
negative) is how big the effect is, and to predict the value of the dependent variable using the
independent variable. In conducting data analysis, this study uses IBM SPSS software version
25.

Correlation Analysis

According to Priyatno (2018) correlation analysis is used to find out the relationship
between two variables, namely, to find out how strong the relationship is, to find out whether
the direction of the relationship is positive or negative. Based on Table 2. below, the correlation
value r = 0.693 is in the range 0.60-0.799 which means there is a strong relationship between
variables. The relationship between food quality and consumer loyalty is positive, which means
that if the quality of food increases, it will have an impact on increasing consumer loyalty and
vice versa if the quality of food decreases, it will have an impact on decreasing consumer
loyalty.

Table 1. Correlation Analysis

Correlations
KM LP

Food Quality Pearson Correlation 1 6937

Sig. (2-tailed) .000

N 100 100
Customers’ Loyalty| Pearson Correlation 693" 1

Sig. (2-tailed) .000

N 100 100
**_Correlation is significant at the 0.01 level (2-tailed).
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Simple Linear Regression Analysis

According to Priyatno (2018) simple linear regression analysis is an analysis to
determine whether there is a significant effect between one independent variable and one
dependent variable. The following is a discussion of the simple linear regression analysis
equation as shown in Table 2 below. A constant value of 2.979 means that the value of food
quality is 0, so customer loyalty is 2.797. Meanwhile, the value of the simple regression
coefficient for the food quality variable is positive, which is equal to 0.627. This means that for
every 1 unit increase in food quality, customer loyalty will increase by 0.627 units, assuming
the other independent variables remain the same.

Table 2. Significance Test

Coefficients

Unstandardized |Standardized
Model Coefficients Coefficients
B Std. Error Beta T Sig.
(Constant) 2.979 2.286 1.303 .196
1
Food Quality 627 066 693 9.525 .000

a. Dependent Variable: LP

The next one, we analyze the coefficient of determination (R2); essentially measures how much
influence the independent variables have on the dependent variable. R Square (R2) or the square
of R, which shows the value of the coefficient of determination. This figure will be changed to
the form of a percentage, which means the percentage of the contribution of the independent
variable to the dependent variable. (Priyatno, 2018).

Table 3. Correlation Analysis

Model Summary

. Std. Error
Model R R Square Adjusted of the
R Square )
Estimate
1] .693* A81 A75 4.448

a. Predictors: (Constant), KM

The next test is the t-test. According to Priyatno (2018) the t test or regression coefficient
test is used to find out whether partially the independent variable has a significant effect or not
on the dependent variable. The test criteria for the t test are if significance > 0.05, then Ho is
accepted and if significance <0.05, then Ho is rejected. Based on Table 3, food quality has a sig
value of 0.000 <0.05, so Ho is rejected, and Ha is accepted, which means that food quality
affects customer loyalty.

According to Priyatno (2018) the t test or regression coefficient test is used to find out
whether partially the independent variable has a significant effect or not on the dependent
variable. The test criteria for the t test are if significance > 0.05, then Ho is accepted and if
significance <0.05, then Ho is rejected. Based on table 4.4 below, food quality has a sig value
of 0.000 <0.05, so Ho is rejected, and Ha is accepted, which means that food quality affects
customer loyalty.
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CONCLUSIONS AND SUGGESTIONS

This study examined the impact of food quality on customers’ loyalty in Miramar
restaurant. According to the result of the study, the quality of the food that Miramar restaurant
offer to its customers positively influence the level of loyalty from its customers. The findings
of the study have several academic and managerial implications. First, the current study
contributes to the literature in service quality for foodservice industry in Indonesia. The
outcome of the current study confirmed the result from the previous studies that analysed the
relationship between food quality and customers loyalty (Naini et al., 2022; Nasution et al.,
2023).

Managerial implication, the finding of the study offers an insight for restaurant owner-
managers about how important to maintain the food quality and consistently provide a good
quality service to its customers. The quality of the food served in restaurant is an essential
component that plays a role in maintaining loyal customers. Customers are willing to spend a
higher price for products due to the high-quality standards of the food that the restaurant
provide. It is vital to do study on this subject to ascertain the extent to which the quality of the
cuisine offered at a particular restaurant influences the level of customer commitment to that
establishment.

Furthermore, this investigation focused on the extent to which consumers' loyalty to
restaurants is influenced by the quality of the cuisine provided. Customer loyalty can be greatly
influenced by the quality of the food provided. People have a propensity to continue frequenting
the same restaurant because it has provided them with positive experiences in the past. This can
be due to several things, such as their individual preferences, the convenience with which they
can obtain the product, and the kind of service they receive. Consequently, it is crucial for
businesses in the hospitality industry to make an effort to keep up a consistently high level of
quality in all they do.

This study has several limitations. As stated earlier in this article, the current study used
a quantitative approach. The limitation of the quantitative research is that it does not allow for
a better understanding of the whole picture. Hence, future research should be able to explore
what are the unintended factors that influence customers’ loyalty.
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