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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh kualitas
layanan-dan kualitas produk terhadap loyalitas pelanggan yang dimediasi oleh
kepuasan pelanggan. Populasi dalam penelitian ini-pelanggan yang membeli
produk warung susu racik Maktam Kediri. Sampel dalam penelitian ini berjumlah
140 responden, dimana teknik pengambilan sampel yang digunakan yaitu non
probability sampling. Penelitian ini menggunakan path analysis atau analisis jalur
yang diolah dengan program SPSS. Berdasarkan hasil penelitian dan pembahasan
yang telah dilakukan maka dapat disimpulkan sebagai berikut: kualitas layanan
masuk dalam kriteria sangat baik, kualitas produk masuk dalam kriteria baik,
kepuasan pelanggan masuk dalam kriteria puas dan loyalitas pelanggan masuk
dalam kategori sangat loyal. kualitas layanan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan. kualitas produk berpengaruh positif dan signifikan
terhadap loyalitas pelanggan. kualitas layanan berpengaruh positif dan signifikan
terhadap kepuasan pelanggan. kualitas produk berpegaruh positif dan signifikan
terhadap kepuasan pelanggan. kepuasan pelanggan berpengaruh positif dan
signifikan terhadap loyalitas pelanggan. kepuasan pelanggan mampu memediasi
hubungan pengaruh antara kualitas layanan terhadap loyalitas pelanggan.
kepuasan pelanggan mampu memediasi hubungan pengaruh antara kualitas
produk terhadap loyalitas pelanggan.

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

pelanggan



THE INFLUENCE OF SERVICE QUALITY AND PRODUCT QUALITY ON
CUSTOMER LOYALTY MEDIATED BY CUSTOMER SATISFACTION

(Study On Customers Of Warung Susu Racik Maktam Kediri)

Reynaldi Yogi Wicaksana, Marsudi, Widhiyo Sudiyono
Management Study Program, Faculty of Economics and Business
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ABSTRACT

The aim of this research is to determine the influence of service quality
and product quality on customer loyalty which is mediated by customer
satisfaction. The population in this study were customers who bought Maktam
Kediri racik milk stall products. The sample in this study amounted to 140
respondents, where the sampling technique used was non-probability sampling.
This research uses path analysis or path analysis processed with the SPSS
program. Based on the results of the research and discussions that have been
carried out, it can be concluded as follows: service quality is included in the very
good criteria, product quality is included in the good criteria, customer
satisfaction is included in the satisfied criteria and customer loyalty is included in
the very loyal category. Service quality has a positive and significant effect on
customer loyalty. Product quality has a positive and significant effect on customer
loyalty. Service quality has a positive and significant effect on customer
satisfaction. Product quality has a positive and significant effect on customer
satisfaction. Customer satisfaction has a positive and significant effect on
customer loyalty. Customer satisfaction is able to mediate the relationship
between service quality and customer loyalty. Customer satisfaction is able to
mediate the relationship between product quality and customer loyalty.

Keywords : service quality, product quality, customer satisfaction, customer

loyalty
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