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ABSTRACT 

This research aims to analyze the influence of cognitive biases, service quality, and 

customer satisfaction on customer loyalty among consumers of Hotel Kusuma 

Sahid Prince. This research employs a quantitative approach using a causal 

associative analysis method. Data processing techniques were carried out using 

SPSS version 31 software. The population in this research consisted of all 

customers who booked rooms at Hotel Kusuma Sahid Prince in 2025, totaling 

12,908 individuals. The sample size was determined using the Slovin formula, 

resulting in 155 respondents. The results indicate that the variables of cognitive 

biases, service quality, and customer satisfaction have both partial and 

simultaneous positive and significant effects on customer loyalty. More specifically, 

cognitive biases have a positive and significant effect on customer loyalty, service 

quality has a positive and significant effect on customer loyalty, and customer 

satisfaction also has a positive and significant effect on customer loyalty among 

consumers of Hotel Kusuma Sahid Prince. 

Keywords : Cognitive Biases, Service Quality, Customer Satisfaction, Customer 

Loyalty, Marketing, Consumer Behavior 
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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh cognitive biases, service 

quality, dan customer satisfaction terhadap customer loyalty pada konsumen Hotel 

Kusuma Sahid Prince. Penelitian ini menggunakan pendekatan kuantitatif dengan 

metode analisis asosiatif kausal. Teknik pengolahan data dilakukan menggunakan 

software SPSS versi 31. Populasi dalam penelitian ini adalah seluruh pengunjung 

yang melakukan pemesanan kamar di Hotel Kusuma Sahid Prince pada tahun 2025 

sebanyak 12.908 orang. Penentuan jumlah sampel dilakukan dengan menggunakan 

rumus Slovin dengan hasil sebanyak 155 responden.Hasil penelitian menunjukkan 

bahwa variabel cognitive biases, service quality, dan customer satisfaction secara 

parsial maupun simultan berpengaruh positif dan signifikan terhadap customer 

loyalty. Secara lebih rinci, cognitive biases memiliki pengaruh positif dan 

signifikan terhadap customer loyalty, service quality berpengaruh positif dan 

signifikan terhadap customer loyalty, serta customer satisfaction juga berpengaruh 

positif dan signifikan terhadap customer loyalty pada konsumen Hotel Kusuma 

Sahid Prince. 

Kata Kunci : Cognitive Biases, Service Quality, Customer Satisfaction, Customer 

Loyalty, Pemasaran, Perilaku Konsumen.  
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