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Abstract 

This research was conducted to determine and analyze the influence of 

service quality, trust, satisfaction on consumer loyalty. This research uses 

quantitative methods. The data collection technique in this research uses a 

questionnaire. A sample of 100 was carried out using purposive sampling. Multiple 

regression analysis technique. Based on the results of the research and discussion, 

it can be concluded that service quality has a positive and significant effect on 

consumer loyalty at the Malang Shoe Washing Studio Laundry Service. Trust in 

consumer loyalty to Malang Shoe Washing Studio Laundry Services has a positive 

and significant effect. Consumer satisfaction with consumer loyalty to the Malang 

Shoe Washing Studio Laundry Service does not have a positive and significant 

effect. 

Keywords— service quality, trust, consumer satisfaction, consumer loyalty 



v  

 
 

Abstrak 

Penelitian ini dilakukan untuk mengetahui dan menganalisis pengaruh 

kualitas pelayanan, kepercayaan, kepuasan terhadap loyalitas konsumen. Penelitian 

ini menggunakan metode kuantitatif. Teknik pengumpulan data dalam penelitian 

ini menggunakan kuesioner. Sampel sebanyak 100 dilakukan dengan menggunakan 

purposive sampling. Teknik analisis regresi berganda. Berdasarkan hasil penelitian 

dan pembahasan dapat disimpulkan bahwa Kualitas pelayanan terhadap loyalitas 

konsumen pada Jasa Laundry Studio Cuci Sepatu Malang berpengaruh positif dan 

signifikan. Kepercayaan terhadap loyalitas konsumen pada Jasa Laundry Studio 

Cuci Sepatu Malang berpengaruh positif dan signifikan. Kepuasan konsumen 

terhadap loyalitas konsumen pada Jasa Laundry Studio Cuci Sepatu Malang tidak 

berpengaruh positif dan signifikan. 

Kata Kunci: kualitas pelayanan, kepercayaan, kepuasan konsumen, loyalitas 

konsumen 
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