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ABSTRAK 

PENGARUH KUALITAS PELAYANAN, NILAI YANG DIRASAKAN, 

DAN KEPERCAYAAN TERHADAP LOYALITAS PELANGGAN  

PT. KAI DI WILAYAH                    DAOP 8 SURABAYA 

Anisah Salwa Agustina, Dr. Acep Samsudin., S.Sos., MM., M.A* 

Program Studi Administrasi Bisnis  

Universitas Pembangunan “Veteran” Jawa Timur 

 anisasalwa60@gmail.com, *acep.samsudin.adbis@upnjatim.ac.id 

Penelitian ini bertujuan guna menganalisis dan mengetahui pengaruh kualitas 

pelayanan (X1), nilai yang dirasakan (X2), serta kepercayaan (X3) terhadap 

loyalitas pelanggan (Y) PT. KAI di wilayah DAOP 8 Surabaya secara parsial 

dan simultan dengan pendekatan kuantitatif dan jenis penelitian secara asosiatif. 

Data dalam penelitian ini diperoleh melalui kuesioner dari pelanggan PT. KAI 

di wilayah DAOP 8 Surabaya yang telah menggunakan jasa transportasi 

minimal 2 kali. Untuk menetukan jumlah sampel, peneliti menggunakan rumus 

Lemeshow dan diperoleh 96 responden. Analisis data menggunakan perangkat 

lunak SPSS versi 29. Adapun dilakukan uji instrumen agar diketahui validitas 

dan reliabilitasnya, dan hasilnya menunjukkan instrumen tersebut valid dan 

reliabel. Digunakan analisis regresi linier berganda guna menganalisis data, 

dilengkapi dengan uji asumsi klasik, uji parsial (t), uji simultan (F), serta uji 

koefisien determinasi. Berdasarkan analisis uji t (uji parsial), hasil daripada 

penelitian menemukan variabel kualitas pelayanan (X1) tidak mempunyai 

pengaruh yang signifikan terhadap variabel loyalitas pelanggan (Y), akan tetapi 

nilai yang dirasakan (X2), dan kepercayaan (X3) memiliki signifikan terhadap 

loyalitas pelanggan (Y). Adapun skor koefisien determinasi senilai 0,698, 

berarti variabel kualitas pelayanan, nilai yang dirasakan, dan kepercayaan 

memberikan pengaruh sebesar 69,8% terhadap loyalitas pelanggan, dan sisa 

30.2% dipengaruhi oleh variabel lain atau variabel di luar model penelitian. 

Kata Kunci: Kualitas Pelayanan, Nilai yang Dirassakan, Kepercayaan, 

Loyalitas Pelanggan 
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ABSTRACT 

THE INFLUENCE OF SERVICE QUALITY, PERCEIVED VALUE, 

AND TRUST ON CUSTOMER LOYALTY 

PT. KAI DAOP 8 SURABAYA AREA 

Anisah Salwa Agustina, Dr. Acep Samsudin., S.Sos., MM., M.A* 

Departement of Business Administration, Faculty of Social and Political Science 

Universitas Pembangunan Nasional “Veteran” Jawa Timur 

anisasalwa60@gmail.com, *acep.samsudin.adbis@upnjatim.ac.id 

This study used a quantitative approach and an associative research design to 

investigate the effects of service quality (X1), perceived value (X2), and trust 

(X3) on customer loyalty (Y) of PT. KAI in the DAOP 8 Surabaya area, both 

partially and simultaneously. In this research, respondents from PT. KAI clients 

in the DAOP 8 Surabaya region, who have used transportation services at least 

twice, filled out a questionnaire to contribute data. Using the Lemeshow 

Formula, 96 respondents were determined as representative samples. The study 

assessed the validity and reliability of the research instrument, with results 

supporting their credibility. Data analysis employed multiple linear regression, 

supplemented by tests for classical assumptions, F-tests, t-tests, and coefficient 

of determination tests. Through t-test analysis (partial test), the study revealed 

that while service quality (X1) doesn't significantly impact customer loyalty (Y), 

perceived value (X2) and trust (X3) do. The coefficient of determination, at 

0.698, suggests that service quality, perceived value, and trust collectively 

influence customer loyalty by 69.8%, leaving 30.2% influenced by other 

variables beyond the model. 

Keywords: Service Quality, Perceived Value, Trust, Customer Loyalty
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