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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui kualitas pelayanan,
kepuasan pelanggan dan loyalitas pelanggan, untuk menguji dan menganalisis
pengaruh kualitas pelayanan terhadap loyalitas pelanggan, pengaruh kualitas
pelayanan terhadap kepuasan pelanggan, pengaruh kepuasan pelanggan terhadap
loyalitas pelanggan dan kepuasan pelanggan memediasi pengaruh  kualitas
pelayanan terhadap loyalitas pelanggan. Jenis penelitian ini- adalah penelitian
kuantitatif dengan pendekatan deskriptif dengan jumlah sampel sebanyak 160
sampel. Teknik analisis data menggunakan analisis jalur (path analysis). Hasil
penelitian dapat diketahui kualitas pelayanan dalam kriteria baik, kepuasan
pelanggan tinggi dan loyalitas pelanggan tinggi. Kualitas pelayanan berpengaruh
terhadap loyalitas pelanggan. Kualitas pelayanan berpengaruh terhadap kepuasan
pelanggan. Kepuasan pelanggan berpengaruh terhadap loyalitas pelanggan, dan
kepuasan pelanggan memediasi pengaruh kualitas pelayanan terhadap loyalitas
pelanggan.

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan dan Loyalitas
Pelanggan.



ABSTRACT

The purpose of this research is to determine service quality, customer
satisfaction and customer loyalty, to test and analyze the influence of service
quality on customer loyalty, the influence of service quality on customer
satisfaction, the influence of customer satisfaction on customer loyalty and
customer satisfaction mediates the influence of service quality on customer
loyalty. This type of research is quantitative research with a descriptive approach
with a sample size of 160 samples. The data analysis technique uses path analysis.
The results of the research can be seen as good service quality, high customer
satisfaction and high customer loyalty. Service quality influences customer
loyalty. Service quality influences customer satisfaction. Customer satisfaction
influences customer loyalty, and customer satisfaction mediates the influence of
service quality on customer loyalty.

Keywords: Service Quality, Customer Satisfaction and Customer Loyalty.
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