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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan
terhadap loyalitas pelanggan melalui kepuasan pelanggan Sumekar Care Sumenep.
Populasi penelitian ini-adalah konsumen Sumekar Care yang sudah datang minimal
2 Kkali. Teknik pengambilan sampel yang digunakan dalam penelitian ini adalah
non-probability sampling dengan metode accidental sampling dengan jumlah
sampel 130 responden. Sumber dalam penelitian ini-adalah sumber data primer.
Penelitian ini menggunakan survei dan kuesioner sebagai strategi pengumpulan
data. Metode analisis data dalam penelitian ini menggunakan analisis data
Deskriptif Statistik dan Partial Least Square SEM. Hasil penelitian ini menunjukkan
bahwa kualitas pelayanan berpengaruh positif terhadap loyalitas pelanggan,
kualitas pelayanan berpengaruh positif terhadap kepuasan pelanggan, kepuasan
pelanggan berpengaruh positif terhadap loyalitas pelanggan, kualitas pelayanan
berpengaruh terhadap loyalitas pelanggan melalui kepuasan pelanggan, saran yang
diberikan dalam penelitian ini adalah bagi Sumekar Care agar tetap menjaga dan
terus mempertahankan kualitas pelayanan yang telah diberikan kepada pengunjung
Sumekar Care, yang dapat mempertahankan kepuasan konsumen dan
meningkatkan loyalitas pelanggan yang sebelumnya telah merasa puas.

Kata Kunci : Kualitas_Layanan, Kepuasan_Pelanggan, Loyalitas_Pelanggan
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ABSTRACT

This study aim to know the effect of service quality on customer loyalty
through customer satisfaction of Sumekar Care Sumenep. The population of this
research is Sumekar Care consumers who have come at least 2 times. The sampling
technique used in this study was non-probability sampling with the accidental
sampling method with a sample of 130 respondents. The sources in this study are
primary data sources. This study uses surveys and questionnaires as data collection
strategies. The data analysis method in this study uses Descriptive Statistics data
analysis and Partial Least Square SEM. The results of this study indicate that
service quality has a positive effect on customer loyalty, service quality has a
positive effect on customer satisfaction, customer satisfaction has a positive effect
on customer loyalty, service quality has an effect on customer loyalty through
customer satisfaction, the suggestion given in this study is for Sumekar care to
maintain and continue to maintain the quality of service that has been provided to
Sumekar care visitors, which can maintain consumer satisfaction and increase the
loyalty of previously satisfied customers.

Keywords : Service_Quality, Customer_Loyalty, Customer Satisfaction
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Matches with neither in-text citation nor quotation marks 13% M2 Publications

99 0 Missing Quotations 0%

7% = Submitted works (Student Papers)
Matches that are still very similar to source material

0 Missing Citation 0%
Matches that have quotation marks, but no in-text citation

“

0 Cited and Quoted 0%
Matches with in-text citation present, but no quotation marks

Integrity Flags

0 Integrity Flags for Review
Our system's algorithms look deeply at a document for any inconsistencies that

No suspicious text manipulations found. would set it apart from a normal submission. If we notice something strange, we flag
it for you to review.

A Flag is not necessarily an indicator of a problem. However, we'd recommend you
focus your attention there for further review.
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