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ABSTRAK 

Maeda Alifvania, 2025, Analisis Pengaruh Kualitas Pelayanan, Kepuasan 

Pelanggan, Dan Kepercayaan Terhadap Loyalitas Pelanggan Di Rusa.Co 

Coffeshop And Beverages Kabupaten Lumajang 

 Perkembangan bisnis pada era revolusi industri 4.0 sangat pesat sehingga 

menjadikan daya saing bisnis ketat dan kompetitif, maka strategi yang tepat agar 

bisnis dapat mengikuti persaingan. Terutama bisnis sejenis, seperti bisnis dalam 

bidang food and baverage. Pertumbuhan cafe terus meningkat di Kabupaten 

Lumajang menjadikan persaingan bisnis dalam bidang cafe semakin ketat dan 

kompetitif. Kualitas pelayanan menjadi hal prioritas dalam bisnis, kualitas 

pelayanan dapat memenuhi kebutuhan pelanggan dan kepuasan pelanggan yang 

berpengaruh terhadap loyalitas pelanggan. Pada penelitian ini bertujuan menguji 

pengaruh kualitas pelayanan, kepuasan pelanggan, kepercayaan terhadap loyalitas 

pelanggan. dengan menggunakan jenis penelitian asosiatif dengan menggunakan 

pendekatan kuantitatif. pengambilan sampel penelitian ini menggunakan metode 

probability sampling. Dengan melakukan penyebaran kuesioner yang sesuai 

kriteria. Penelitian ini menggunakan teknik analisis regresi linear berganda dengan 

bantuan software SPSS 25. Hasil Penelitian ini membuktikan bahwa kualitas 

pelayanan berpengaruh signifikan terhadap loyalitas pelanggan, kepuasan 

pelanggan berpengaruh signifikan terhadap loyalitas pelanggan, kepercayaan 

berpengaruh signifikan terhadap loyalitas pelanggan. dengan demikian agar dapat 

terus bersaing pada pasar Rusa.co Caffeshop and Baverages harus mempertahankan 

dan memperbaiki kualitas pelayanan, kepuasan pelanggan dan kepercayaan untuk 

dapat meningkatkan loyalitas pelanggan.  

Kata Kunci: Kualitas pelayanan, Kepuasan Pelanggan, Kepercayaan, Loyalitas 

Pelanggan. 
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ABSTRACT 

Maeda Alifvania, 2025, Analysis of the Influence of Service Quality, Customer 

Satisfaction, and Trust on Customer Loyalty at Rusa.Co Coffeeshop and 

Beverages in Lumajang Regency 

 The rapid development of business in the era of the Industrial Revolution 

4.0 has resulted in tight and competitive business competition, making it necessary 

to implement appropriate strategies to remain competitive. This is especially true 

for businesses in the food and beverage sector. The growing number of cafés in 

Lumajang Regency has intensified the competition in the café industry. Service 

quality has become a top priority in business, as it can fulfill customer needs and 

satisfaction, which in turn affects customer loyalty. This study aims to examine the 

influence of service quality, customer satisfaction, and trust on customer loyalty. It 

uses an associative research type with a quantitative approach. The sample was 

obtained using the probability sampling method by distributing questionnaires 

based on predetermined criteria. The study employs multiple linear regression 

analysis with the assistance of SPSS 25 software. The results of the study indicate 

that service quality has a significant effect on customer loyalty, customer 

satisfaction has a significant effect on customer loyalty, and trust also has a 

significant effect on customer loyalty. Therefore, in order to remain competitive in 

the market, Rusa.co Coffeeshop and Beverages must maintain and improve service 

quality, customer satisfaction, and trust to enhance customer loyalty. 

Keywords: Service Quality, Customer Satisfaction, Trust, Customer Loyalty 


