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THE EFFECT OF QUALITY OF SERVICE AND TRUST ON LOYALTY
THROUGH SATISFACTION MEDIATION AND COMPLIANCE
HANDLING MODERATION IN GRAB SERVICE
CUSTOMERS IN SURABAYA

Rachmad Hidayad
STIE Perbanas Surabaya
2015210072 @students.perbanas.ac.id

ABSTRACT

This study aims to determine the effect of service quality and customer
trust on customer loyalty mediated by customer satisfaction and in moderation by
handling complaints. This research includes the development of research with
references to journals and books that guide researchers. Determination of the
subject is done by purposive sampling, which consists of 30 small samples and
100 large samples of respondents according to the theory used. Data is collected
with a list of questions. This questionnaire is used to determine how much
influence the quality of service and customer trust influence customer loyalty and
the role of mediating customer satisfaction and moderating complaints handling.
Data were analyzed by quantitative descriptive and statistical analysis. The
results showed that-service quality had a negative and significant effect on
customer satisfaction, customer trust had -a positive and -insignificant effect,
customer satisfaction partially and insignificantly between the effect of service
quality on customer loyalty, customer satisfaction mediated partially and
insignificantly between the influence of customer trust in customer loyalty,
customer satisfaction has a significant effect on customer loyalty and complaint
handling moderates the relationship of customer satisfaction to customer loyalty.

Keyword : Customer loyalty, Service quality, Customer trust, Customer
satisfaction, Complaints handling.
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan dan
kepercayaan pelanggan terhadap loyaalitas pelanggan yang di mediasi oleh
kepuasan pelanggan dan di moderasi oleh penanganan keluhan. Penelitian ini
termasuk pengembangan penelitian dengan referensi ke jurnal dan buku yang
memandu peneliti. Penentuan subjek dilakukan dengan purposive sampling, yang
terdiri dari 30 sampel kecil dan 100 sampel besar responden sesuai dengan teori
yang digunakan. Data dikumpulkan dengan daftar pertanyaan. Kuisioner ini
digunakan untuk mengetahui seberapa besar pengaruhnya kualitas layanan dan
kepercayaan pelanggan mempengaruhi loyalitas pelanggan serta peran mediasi
kepuasan pelanggan-dan moderasi penanganan keluhan. Data dianalisis secara
deskriptif kuantitatif dan analisis statistik. Hasil penelitian menunjukkan bahwa
kualitas layanan berpengaruh negatif dan signifikan terhadap kepuasan pelanggan
, kepercayaan pelanggan bepengaruh positif tidak signifikan, kepuasan pelanggan
memediasi secara parsial dan tidak siginifikan antara pengaruh kualitas layanan
terhadap loyalitas pelanggan, kepuasan pelanggan memediasi secara parsial dan
tidak signifikan antara pengaruh kepercayaan pelanggan terhadap loyalitas
pelanggan, kepuasan pelanggan berpengaruh “signifikan terhadap loyalitas
pelanggan dan penanganan keluhan memoderasi hubungan kepuasan pelanggan
terhadap loyalitas pelanggan.

Kata kunci : Loyalitas pelanggan, Kualitas layanan, Kepercayaan pelanggan,
Kepuasan pelanggan, Penanganan keluhan.
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