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Abstrak, penelitian ini bertujuan untuk menguji pengaruh kualitas layanan terhadap 
kepuasan pelanggan, pengaruh kepuasan terhadap loyalitas pelanggan, pengaruh 
kualitas layanan terhadap loyalitas pelanggan dan peran kepuasan pelanggan dalam 
memdiasi kualitas layanan terhadap loyalitas pelanggan.        Penelitian ini merupakan 
jenis penelitian eksplanasi (explanatory research), dengan populasi seluruh konsumen 
yang datang menikmati layanan Coffee Shop Saxohouse dengan jumlah sampel yaitu 
sebanyak 323  orang. Metode analisis yang digunakan dalam penelitian ini adalah 
analisis jalur. Hasil analisis dapat diketahui bahwa terdapat pengaruh positif dan 
signifikan antara kualitas pelayanan terhadap kepuasan pelanggan Coffee Shop 
Saxohouse. Terdapat pengaruh positif dan signifikan antara kepuasan terhadap 
loyalitas pelanggan Coffee Shop Saxohouse. Hasil analisis dapat diketahui bahwa 
terdapat pengaruh yang signifikan antara kualitas layanan terhadap loyalitas pelanggan 
Coffee Shop Saxohouse dan kepuasan pelanggan memediasi pengaruh kualitas layanan 
terhadap loyalitas pelanggan, artinya dengan semakin meningkatnya kepuasan 
pelanggan maka dapat meningkatkan pengaruh kualitas pelayanan terhadap loyalitas 
pelanggan. 
 
Kata Kunci:  Kualitas Pelayanan, Loyalitas Pelanggan dan Kepuasan Pelanggan 
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Abstract, This research aims to examine the influence of service quality on customer 
satisfaction, the influence of satisfaction on customer loyalty, the influence of service 
quality on customer loyalty and the role of customer satisfaction in mediating service 
quality on customer loyalty. This research is a type of explanatory research, with a 
population of all consumers who come to enjoy Saxohouse Coffee Shop services with 
a sample size of 323 people. The analytical method used in this research is path 
analysis. The results of the analysis show that there is a positive and significant 
influence between service quality on Saxohouse Coffee Shop customer satisfaction. 
There is a positive and significant influence between satisfaction and customer loyalty 
at Saxohouse Coffee Shop. The results of the analysis show that there is a significant 
influence between service quality on Saxohouse Coffee Shop customer loyalty and 
customer satisfaction mediates the influence of service quality on customer loyalty, 
meaning that as customer satisfaction increases, the influence of service quality on 
customer loyalty can increase. 
Keywords: Service Quality, Customer Loyalty and Customer Satisfaction 
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