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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh kualitas layanan terhadap loyalitas
pelanggan dengan kepuasan, kepercayaan, dan pengalaman sebagai mediasi. Teknik
pengambilan sampel Quota sampling sebanyak 250 orang dari kriteria nasabah yang
sudah melakukan transaksi baik gadai ataupun yang lainnya pada PT. Pegadaian CP.
Ponorogo. Hasil penelitian ini menunjukkan bahwa kualitas layanan berpengaruh
positif dan signifikan terhadap kepuasan pelanggan, kualitas layanan berpengaruh
positif dan signifikan terhadap kepercayaan pelanggan, kualitas layanan berpengaruh
positif dan signifikan terhadap pengalaman pelanggan, kepuasan pelanggan
berpengaruh positif dan signifikan  terhadap loyalitas pelanggan, kepercayaan
pelanggan berpengaruh postif dan signifikan terhadap loyalitas pelanggan, pengalaman
pelanggan tidak berpengaruh positif dan signifikan terhadap loyalitas pelanggan,
kualitas layanan berpengaruh positif dan signfikan terhadap loyalitas pelanggan
melalui kepuasan pelanggan, kualitas layanan tidak berpengaruh positif dan signifikan
terhadap loyalitas pelanggan melalui kepercayaan pelanggan dan kualitas layanan tidak
berpengaruh positif dan signifikan terhadap loyalitas pelanggan melalui pengalaman
pelanggan.

Kata Kunci — Kualitas layanan, Loyalitas pelanggan, Kepuasan pelanggan,
Kepercayaan pelanggan dan Pengalaman pelanggan
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ABSTRACT

This research aims to examine the effect of service quality on customer loyalty with
satisfaction, trust and experience as mediation. Sampling technique Quota sampling of
250 people from the criteria of customers who have made transactions, whether
pawning or other, at PT. CP Pawn Shop. Ponorogo. The results of this research show
that service quality has a positive and significant effect on customer satisfaction,
service quality has a positive and significant effect on customer trust, service quality
has a positive and significant effect on customer experience, customer satisfaction has
a positive and significant effect on customer loyalty, customer trust has a positive and
significant effect. significant effect on customer loyalty, customer experience has no
positive and significant effect on customer loyalty, service quality has a positive and
significant effect on customer loyalty through customer satisfaction, service quality has
no positive and significant effect on customer loyalty through customer trust and
service quality has no positive and significant effect towards customer loyalty through
customer experience.

Keywords — Service quality, customer loyalty, customer satisfaction, customer trust and
customer experience
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