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 MOTTO 
“Nikmatilah hidupmu , kita tidak pernah tau 

mungkin jadi yang terakhir.” 
“Enjoy every moment in your live , we never know 
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THE INFLUENCE OF SERVICE QUALITY, CUSTOMER SATISFACTION, 

AND PERCIVED VALUE ON  

CUSTOMER LOYALTY OF USERS  

INSURANCE MANULIFE  

IN SURABAYA 

ABSTRACT 

 

The purpose of this study was to assess the effect of service quality, customer satisfaction, 

and perceived value on customer loyalty of users insurance manulife in Surabaya. The 

data used is primary data using 100 respondents. The primary data from the respondent 

were taken using questionnaires that has been tested in term of validity and realibility. 

Data collection techniques used judgement sampling and retrieval techniques in the study 

sample also uses non probbilitas (non-probability sampling method / non-randomly 

sampling). The data then were analyzed using SPSS 16 for windows. The results of this 

study indicate that service quality, customer satisfaction, and perceived value have 

significant simultaneously have impact on customer loyalty of users insurance manulife 

in Surabaya. With variable test results pertial service quality, customer satisfaction, and 

perceived value significantly influence the customer loyalty of users insurance manulife 

in Surabaya. 
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