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ABSTRACT

This study aims to find out and analyze green marketing, service quality,
customer loyalty, and customer satisfaction in customers of The Body Shop Mall
Olympic Garden Malang. This type of research is a quantitative research with the
population used being consumers who have purchased The Body Shop Mall
Olympic Garden Malang products more than twice. The number of samples
determined in this study was 140 respondents with non-probability sampling
techniques. The data collection technique in this study uses a questionnaire
distributed through google form. The data analysis methods used are the Likert
scale and PLS-SEM (Partial Least Square-Structural Equation Modeling). Based
on the results of research and analysis, it can be concluded that green marketing
has a positive and significant effect on customer loyalty, service quality has a
positive and significant effect on customer loyalty, green marketing has no effect
on customer satisfaction, service quality has a positive and significant effect on
customer satisfaction, customer satisfaction has a positive and significant effect
on customer loyalty, green marketing has a positive and significant effect on
customer loyalty through customer satisfaction, and service quality has a positive
and significant effect on customer loyalty through customer satisfaction.
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis green
marketing, kualitas pelayanan, loyalitas pelanggan, dan kepuasan pelanggan pada
pelanggan The Body Shop Mall Olympic Garden Malang. Jenis penelitian ini
adalah penelitian kuantitatif dengan populasi yang digunakan adalah konsumen
yang telah melakukan pembelian produk The Body Shop Mall Olympic Garden
Malang lebih dari dua kali. Adapun jumalh sampel yang ditetapkan dalam
penelitian ini sebanyak 140 responden dengan teknik non probability sampling.
Teknik pengumpulan data dalam penelitian ini menggunakan kuisioner yang
disebarkan melalui google form. Metode analisis data yang digunakan yaitu skala
likert dan PLS-SEM (Partial Least Square-Structural Equation Modeling).
Berdasarkan hasil penelitian dan analisis dapat disimpulkan bahwa green
marketing berpengaruh positif dan signifikan terhadap loyalitas pelanggan,
kualitas pelayanan berpengaruh positif dan  signifikan terhadap loyalitas
pelanggan, green marketing tidak berpengaruh terhadap kepuasan pelanggan,
kualitas pelayanan berpengaruh positif dan signifikan terhadap kepuasan
pelanggan, kepuasan pelanggan berpengaruh positif dan signifikan terhadap
loyalitas pelanggan, green marketing berpengaruh positif dan signifikan terhadap
loyalitas  pelanggan melalui kepuasan pelanggan, dan kualitas pelayanan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan mellaui kepuasan
pelanggan.

Kata Kunci : Green Marekting, Kualitas Pelayanan, Loyalitas Pelanggan,
Kepuasan Pelanggan
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