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THE EFFECT OF SERVICE QUALITY ON CUSTOMER LOYALTY
WITH CUSTOMER SATISFACTION AND CUSTOMER TRUST
AS MEDIATION VARIABLES
(A Study of Executive Class Gajayana Train Users)

Sherly Kristina Putri
Management Study Program Faculty Of Economic and Business
University Muhammadiyah Malang
E-mail : sherlykristina0@gmail.com

ABSTRACT

This study evaluated and test the impact of service quality on customer
loyalty, and the role of customer satisfaction and customer trust as mediating
variables. This study used a quantitative approach with and explanatory research
type. Data collection for this study used a survey through the distribution of
questionnaires. The sample was obtained using the Lemeshow formula of 246
Gajayana Executive class train customer on the Malang — Jakarta (Gambir) route,
and vice versa using accidental sampling. This study used path analysis tool. The
findings of this study indicate that service quality has a positive and significant
impact on customer loyalty. Customer satisfaction does not have a positive and
significant impact on customer loyalty. Customer trust has a positive and
significant impact on customer loyalty. Service quality has a positive and
significant impact on customer satisfaction. Service quality has a positive and
significant impact on customer trust. Customer satisfaction does not mediate the
effect of service quality on customer loyalty. Customer trust can mediate the effect
of service quality on customer loyalty.

Keywords : service quality, customer satisfaction, customer trust, customer loyalty
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ABSTRAK

Studi ini-mengkaji serta menguji dampak kualitas layanan terhadap loyalitas
pelanggan, dan peran kepuasan pelanggan dan kepercayaan pelanggan sebagai
variabel mediator. Pada studi ini digunakan pendekatan kuantitatif dengan jenis
explanatory research. Pengumpulan data penelitian ini menggunakan survey
melalui penyebaran kuesioner. Sampel didapatkan dengan menggunakan rumus
Lemeshow sebanyak 246 pelanggan kereta api Gajayana kelas Eksekutif dengan
rute Malang-Jakarta (Gambir), dan sebaliknya dilakukan dengan menggunakan
accidental sampling. Studi ini menggunakan analisis jalur (path analyse) melalui
SPSS Versi 29 sebagai alat analisis data. Temuan dari studi ini menunjukkan bahwa
kualitas layanan memberikan dampak positif - dan  signifikan pada loyalitas
pelanggan. Kepuasan pelanggan tidak memberikan dampak positif dan signifikan
terhadap loyalitas pelanggan. Kepercayaan pelanggan memberikan pengaruh
positif dan signifikan terhadap loyalitas pelanggan. Kualitas layanan memberikan
dampak positif dan- signifikan pada kepuasan pelanggan. Kualitas layanan
memberikan pengaruh positif dan signifikan terhadap kepercayaan pelanggan.
Kepuasan pelanggan tidak memediasi pengaruh kualitas layanan terhadap loyalitas
pelanggan. Kepercayaan pelanggan dapat memediasi pengaruh kualitas layanan
terhadap loyalitas pelanggan.

Kata kunci : kualitas layanan, kepuasan pelanggan, kepercayaan pelanggan,
loyalitas pelanggan
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