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ABSTRACK 

This research aims to find out and analyze the influence of service quality on consumer 

loyalty and the moderating influence of consumer satisfaction on the relationship between 

the influence of service quality on consumer loyalty. This research was carried out at Bakso 

Barokah Lawang. The sampling technique uses accidental sampling. Using questionnaires 

as a data collection technique. The data analysis technique uses the Statistical Package for 

the Social Sciences (SPSS) macro regression process. The research results conclude that 

there is a significant positive influence between service quality and consumer loyalty. 

Consumer satisfaction influences employee work loyalty. Consumer satisfaction moderates 

the relationship between service quality and consumer loyalty. 
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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan menganalisis bagaimana pengaruh 

kualitas pelayanan terhadap loyalitas konsumen dan pengaruh moderasi kepuasan 

konsumen terhadap hubungan pengaruh kualitas pelayanan terhadap loyalitas 

konsuemn. Penelitian ini berlaksanakan di Bakso Barokah Lawang. Teknik 

pengambilan sampel menggunkakan accidental sampling. Menggunakan kuesioner 

sebagai teknik pengumpulan data. Teknik analisis data menggunakan regresi macro 

procces Statistical Package for the Social Sciences (SPSS). Hasil penelitian 

menyimplkan bahwa terdapat pengaruh positif signifikan antara kualitas pelayanan 

terhadap loyalitas konsumen. Kepuasan konsumen berpengaruh terhadap loyalitas 

kerja karyawan. Kepuasaan Konsumen memoderasi hubungan antara kualitas 

pelayanan terhadap loyalitas konsumen.  

 

Kata kunci: Kualitas pelayanan, loyalitas konsumen, kepuasaan konsumen 
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