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ABSTRAK 

 

Persaingan dalam industri jasa perjalanan wisata semakin intensif, sehingga 

perusahaan harus terus meningkatkan kualitas layanan untuk memenuhi ekspektasi 

pelanggan serta memperkuat komitmen mereka. Penelitian ini mempunyai tujuan 

guna mengevaluasi dampak kualitas layanan pada loyalitas pelanggan melalui 

kepuasan pelanggan di PT. Andromeda Atria Wisata dengan menerapkan metode 

Partial Least Squares-Structural Equation Modeling (PLS-SEM). Studi ini 

melibatkan 92 pelanggan dan menguji pengaruh lima dimensi kualitas layanan 

terhadap loyalitas melalui kepuasan pelanggan. Berdasarkan analisis yang didapat, 

mengindikasikan bahwa bukti fisik, keandalan, daya tanggap, serta jaminan 

memiliki pengaruh signifikan pada kepuasan pelanggan, sedangkan empati tidak 

memberikan pengaruh yang signifikan. Selain itu, kepuasan pelanggan terbukti 

berpengaruh signifikan pada loyalitas pelanggan. Dalam analisis pengaruh tidak 

langsung, ditemukan bahwa bukti fisik, daya tanggap, serta jaminan secara 

signifikan mempengaruhi loyalitas pelanggan melalui kepuasan pelanggan, 

sementara keandalan serta empati tidak menunjukkan pengaruh signifikan. Hasil 

ini memberikan pemahaman praktis bagi perusahaan untuk merumuskan strategi 

peningkatan kualitas layanan untuk mempertahankan serta meningkatkan kesetiaan 

pelanggan dalam menghadapi persaingan yang semakin sengit. 

Kata kunci: Jasa, Kualitas Pelayanan, PLS-SEM 
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ABSTRACT 

 

Competition in the travel industry is increasingly intense, so companies 

must continue to improve service quality to meet customer expectations and 

strengthen their commitment. This study aims to evaluate the impact of service 

quality on customer loyalty through customer satisfaction at PT. Andromeda Atria 

Wisata by applying the Partial Least Squares-Structural Equation Modeling (PLS-

SEM) method. This study involved 92 customers and tested the effect of five 

dimensions of service quality on loyalty through customer satisfaction. Based on 

the analysis obtained, it indicates that physical evidence, reliability, 

responsiveness, and assurance have a significant effect on customer satisfaction, 

while empathy does not have a significant effect. In addition, customer satisfaction 

is proven to have a significant effect on customer loyalty. In the analysis of indirect 

effects, it was found that physical evidence, responsiveness, and assurance 

significantly affect customer loyalty through customer satisfaction, while reliability 

and empathy do not show a significant effect. These results provide practical 

understanding for companies to formulate strategies to improve service quality to 

maintain and increase customer loyalty in the face of increasingly fierce 

competition. 

Keywords: PLS-SEM, Services, Service Quality 

 

  


