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ABSTRAK 

 

 

Tujuan dari penelitian ini untuk menganalisis pengaruh kualitas 

layanan terhadap kepuasan pelanggan, menganalisis kualitas layanan terhadap 

loyalitas pelanggan, menganalisis kepuasan pelanggan terhadap loyalitas 

pelanggan.  

Metode penelitian yang digunakan adalah dengan asosiatif dan 

deskriptif melalui survei. Model dan hipotesis diuji dengan sampel 104 responden, 

dimana responden di bagi menjadi sampel besar sejumlah 74 dan sampel kecil 

sejumlah 30. Data dianalisis menggunakan analisis regresi linier sederhana.  

Hasil dari data menemukan bahwa kualitas layanan memiliki pengaruh 

positif yang signifikan terhadap kepuasan pelanggan, kualitas layanan memiliki 

pengaruh positif yang signifikan terhadap loyalitas pelanggan, kepuasan 

pelanggan memiliki pengaruh positif signifikan terhadap loyalitas pelanggan. 

Penelitian ini menunjukkan bahwa kualitas layanan memainkan peran penting 

terhadap kepuasan pelanggan dan loyalitas pelanggan.  

 

 

Kata kunci:  Kualitas Layanan, Kepuasan Pelanggan, Loyalitas Pelanggan, 

analisis regresi linier berganda. 

 

 

 

 

 

 

 

 

 



 

xv 

THE INFLUENCE OF THE QUALITY OF SERVICES TO 

SATISFACTION AND CUSTOMER LOYALTY JNE  

IN SURABAYA 

 

Daniel Waskito Jati 

Students management marketing 

STIE Perbanas Surabaya 

Email: danielwaskito@rocketmail.com  

 

 

ABSTRACT 

 

The purpose of this research to analyze the influence of the quality of 

services to customer satisfaction, analyze the quality of services to customer 

loyalty, analyze of customer satisfaction customer loyalty.  

Research methodology that we use is to associative and descriptive 

through household survey. Model and hypotheses tested with sample 104 

respondents, where respondents in cut it into a large sample of a number of 74 

and sample small a number of 30. Data analyzed using analysis linear regression 

simple. 

The result of data find that the quality of services have a positive 

influence a significant impact on customer satisfaction, the quality of services 

have a positive influence a significant impact on customer loyalty, customer 

satisfaction have a positive influence significant impact on customer loyalty. The 

research indicated that the quality of services played an important role to 

customer satisfaction and customer loyalty. 

 

 

Key words: quality of service, customer satisfaction, customer loyalty, 

regression analysis linear multiple. 

 

 

 


