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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Kualitas layanan dan
Kepuasan pelanggan secara simultan terhadap Loyalitas pelanggan, menganalisis
pengaruh Kualitas layanan secara parsial terhadap Loyalitas pelanggan, menganalisis
pengaruh Kepuasan pelanggan secara parsial terhadap Loyalitas pelanggan, dan
menganalisis variabel di antara Kualitas layanan dan Kepuasan pelanggan yang
berpengaruh dominan terhadap Loyalitas pelanggan. Populasi dalam penelitian ini
sebanyak 260 pelanggan, sampel diambil 20% dari 260, sehingga diperoleh sampel
sebanyak 52 responden. Teknik pengambilan sampel yang digunakan adalah metode
Accidental Sampling. Teknik analisis data menggunakan analisis regresi berganda.

Hasil analisis menunjukkan bahwa kualitas layanan dan kepuasan pelanggan
secara simultan berpengaruh terhadap loyalitas pelanggan. Kualitas layanan secara
parsial berpengaruh terhadap loyalitas pelanggan. Kepuasan pelanggan secara parsial
berpengaruh terhadap loyalitas pelanggan. Kepuasan pelanggan berpengaruh dominan
terhadap loyalitas pelanggan.

Kata kunci : Kualitas Layanan, Kepuasan Pelanggan, Loyalitas Pelanggan

Xiv



ABSTRACT

This study aims to analyze the effect of service quality and customer satisfaction
simultaneously on customer loyalty, analyze the effect of service quality partially on
customer loyalty, analyze the effect of partial customer satisfaction on customer loyalty,
and analyze the variables between service quality and customer satisfaction that have a
dominant effect, on customer loyalty. The population in this study was 260 customers,
20% of the 260 samples were taken, so a selection of 52 respondents was obtained. The
sampling technique used is the Accidental Sampling method. Data analysis technique
using multiple regression analysis.

The results of the analysis show that service quality and customer satisfaction
simultaneously influence customer loyalty. Service quality partially affects customer
loyalty. Customer satisfaction partially affects customer loyalty. Customer satisfaction
dominant influence on customer loyalty.

Keywords: Service Quality, Customer Satisfaction, Customer Loyalty
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