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Abstrak 

Tujuan penelitian ini adalah untuk mengetahui kualitas pelayanan, kepuasan 

pelanggan, dan loyalitas pelanggan. Pengaruh kualitas pelayanan terhadap loyalitas 

pelanggan, pengaruh kualitas pelayanan terhadap kepuasan pelanggan, pengaruh 

kepuasan terhadap loyalitas pelanggan, dan kepuasan pelanggan mungkin 

merupakan efek intervening antara kualitas pelayanan dan loyalitas pelanggan. 

Penelitian ini merupakan penelitian korelasional yang bertujuan untuk menguji 

sejauh mana variasi suatu variabel berhubungan dengan variasi pada satu atau lebih 

variabel lain berdasarkan koefisien korelasi. Populasi penelitian ini adalah 

pelanggan Sego Sambel Casemo Maran dan jumlah sampel sebanyak 100 orang. 

Metode analisis data yang digunakan dalam penelitian ini adalah analisis jalur. 

Hasil analisis menemukan bahwa kualitas pelayanan termasuk dalam kriteria baik, 

kepuasan pelanggan termasuk dalam kriteria kepuasan, dan loyalitas pelanggan 

termasuk dalam kriteria loyalitas. Kualitas pelayanan berpengaruh positif dan 

signifikan terhadap loyalitas pelanggan.  Kualitas pelayanan berpengaruh positif 

dan signifikan terhadap loyalitas pelanggan. Kepuasan pelanggan terbukti menjadi 

variabel intervening pengaruh kualitas pelayanan terhadap loyalitas pelanggan. 

.Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan dan Loyalitas 

Pelanggan 
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Abstract 

 

 The aim of this research is to determine service quality, customer satisfaction and 

customer loyalty. The influence of service quality on customer loyalty, the influence 

of service quality on customer satisfaction, the influence of satisfaction on customer 

loyalty and customer satisfaction can be an intervening influence between service 

quality on customer loyalty. This research is correlational research which aims to 

investigate the extent to which variations in one variable are related to variations 

in one or more other variables based on the correlation coefficient. The population 

of this research is Sego Sambel Kasemo Malang customers with a sample size of 

100 respondents. The data analysis method used in this research is path analysis. 

The results of the analysis show that service quality is included in the good criteria, 

customer satisfaction is included in the satisfaction criteria and customer loyalty is 

included in the loyal criteria. Service quality has a positive and significant effect 

on customer loyalty. Service quality has a positive and significant effect on 

customer satisfaction, customer satisfaction has a positive and significant effect on 

customer loyalty, customer satisfaction is proven to be an intervening variable in 

the influence between service quality and customer loyalty. 

Keywords: Service Quality, Customer Satisfaction and Customer Loyalty 
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