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ABSTRAK

NASTASYA UYUN SITI AZZAHRA, 20042010233 PENGARUH GREEN
MARKETING, KUALITAS PRODUK DAN KEPUASAN PELANGGAN
TERHADAP LOYALITAS PELANGGAN PRODUK GARNIER
PEMBERSIH WAJAH (Studi Pada Pelanggan di Kota Surabaya)

Perkembangan industri kosmetik yang meningkat pesat mengakibatkan
persaingan bisnis kosmetik semakin ketat. Menjaga loyalitas pelanggan tentu
menjadi tantangan bagi industri kosmetik untuk mempertahankan kelangsungan
bisnisnya. Penelitian ini bertujuan untuk menjelaskan pengaruh green marketing,
kualitas produk dan kepuasan pelanggan terhadap loyalitas pelanggan garnier
pembersih wajah di Kota Surabaya. Penelitian ini menggunakan metode penelitian
kuantitatif. Populasi penelitian ini adalah pelanggan yang yang telah menggunakan
atau membeli ulang produk garnier pembersih wajah lebih dari satu kali. Sampel
yang digunakan sebanyak 150 responden dengan menggunakan teknik purposive
sampling. Teknik pengumpulan data menggunakan metode penyebaran kuisioner.
Dan data diolah menggunakan bantuan SPSS dengan metode pengujian analisis
regresi linear berganda. Hasil uji F menunjukkan bahwa secara simultan variabel
bebas green marketing, kualitas produk dan kepuasan pelanggan berpengaruh
secara signifikan terhadap loyalitas pelanggan. Sementara itu hasil uji t
menunjukkan bukti empiris bahwa; a) secara parsial variabel green marketing (X1)
dan variabel kepuasan pelanggan (X3) berpengaruh positif dan signifikan terhadap
loyalitas pelanggan (Y); b) secara parsial variabel kualitas produk (X>) berpengaruh
positif namun tidak signifikan terhadap loyalitas pelanggan (Y).

Kata Kunci : Green Marketing, Kualitas Produk, Kepuasan Pelanggan.



ABSTRACT

NASTASYA UYUN SITI AZZAHRA, 20042010233 THE INFLUENCE OF
GREEN MARKETING, PRODUCT QUALITY AND CUSTOMER
SATISFACTION ON CUSTOMER LOYALTY FOR GARNIER FACIAL
CLEANSER PRODUCTS (Study of Customers in the City of Surabaya)

The rapidly increasing development of the cosmetics industry has resulted
in increasingly tight competition in the cosmetics business. Maintaining customer
loyalty is certainly a challenge for the cosmetics industry to maintain business
continuity. This research aims to explain the influence of green marketing, product
quality and customer satisfaction on Garnier facial cleanser customer loyalty in the
city of Surabaya. This research uses quantitative research methods. The population
of this study are customers who have used or repurchased Garnier facial cleansing
products more than once. The sample used was 150 respondents using purposive
sampling technique. The data collection technique uses the questionnaire
distribution method. And the data was processed using SPSS with the multiple
linear regression analysis testing method. The results of the F test show that
simultaneously the independent variables green marketing, product quality and
customer satisfaction have a significant effect on customer loyalty. Meanwhile the
t test results show empirical evidence that; a) partially the green marketing variable
(X1) and customer satisfaction variable (X3) have a positive and significant effect
on customer loyalty (Y),; b) partially the product quality variable (X3) has a positive
but not significant effect on customer loyalty (Y).

Keywords : Green Marketing, Product Quality, Customer Satisfaction.
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