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ABSTRAK

Muhamad Yasir Rojak. 201410325193. Pengaruh Kualitas Layanan dan

Kepuasan Pelanggan terhadap Loyalitas Pelanggan di PT. Tirtakencana Tatawarna

Bekasi.

Tujuan penelitian ini adalah untuk menguji Pengaruh Kualitas Layanan dan

Kepuasan Pelanggan terhadap Loyalitas Pelanggan di PT. Tirtakencana Tatawarna

Bekasi. Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei

kausal. Teknik penelitian menggunakan analisis regresi linier berganda dan analisis

jalur (path analysis) sebagai alat untuk menganalisis data. Dalam pengambilan

sampel menggunakan dengan metode simple random sampling, dengan sampel 50

responden. Hasil penelitian bahwa secara parsial menunjukkan variabel kualitas

layanan berpengaruh signifikan terhadap loyalitas pelanggan, secara parsial

menunjukkan variabel kepuasan pelanggan berpengaruh signifikan terhadap

loyalitas pelanggan dan secara simultan menunjukkan variabel kualitas layanan dan

kepuasan pelanggan berpengaruh signifikan terhadap loyalitas pelanggan.

Kata kunci : Kualitas Layanan, Kepuasan Pelanggan dan Loyalitas Pelanggan.
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ABSTRACT

Muhamad Yasir Rojak. 201410325193. Effect of Service Quality and Customer

Satisfaction on Customer Loyalty at PT. Tirtakencana Tatawarna Bekasi.

The purpose of this study was to examine the effect of service quality and customer

satisfaction on customer loyalty at PT. Tirtakencana Tatawarna Bekasi. This study uses a

quantitative approach with causal survey methods. The research technique uses multiple linear

regression analysis and path analysis (path analysis) as a tool for analyzing data. In sampling

using simple random sampling method, with a sample of 50 respondents. The results showed

that partially showed that service quality variables had a significant effect on customer loyalty,

partially showed that customer satisfaction variables had a significant effect on customer

loyalty and simultaneously showed that service quality and customer satisfaction variables had

a significant effect on customer loyalty.

Keywords: Service Quality, Customer Satisfaction and Customer Loyalty.
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