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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh
kualitas produk, kualitas pelayanan, dan kepuasan pelanggan terhadap loyalitas
pelanggan pada Suweger Cabang Rungkut. Penelitian ini menggunakan pendekatan
kuantitatif dengan metode survei melalui penyebaran kuesioner kepada 100
responden yang merupakan pelanggan Suweger Cabang Rungkut. Teknik
pengambilan sampel menggunakan purposive sampling. Data dianalisis
menggunakan uji validitas, uji reliabilitas, uji asumsi klasik, analisis regresi linier
berganda, uji F, uji t, dan koefisien determinasi dengan bantuan SPSS Statistics.
Hasil penelitian menunjukkan bahwa secara simultan kualitas produk, kualitas
pelayanan, dan kepuasan pelanggan berpengaruh signifikan terhadap loyalitas
pelanggan dengan nilai Fhitung sebesar 26,385 dan signifikansi 0,000. Secara
parsial, kualitas produk tidak berpengaruh signifikan terhadap loyalitas pelanggan
dengan nilai signifikansi 0,087, sedangkan kualitas pelayanan juga tidak
berpengaruh signifikan terhadap loyalitas pelanggan dengan nilai signifikansi
0,105. Sementara itu, kepuasan pelanggan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan dengan nilai signifikansi 0,000 dan menjadi variabel
yang paling dominan dalam memengaruhi loyalitas pelanggan. Nilai koefisien
determinasi (R2) sebesar 0,452 menunjukkan bahwa 45,2% variasi loyalitas
pelanggan dapat dijelaskan oleh kualitas produk, kualitas pelayanan, dan kepuasan
pelanggan, sedangkan sisanya sebesar 54,8% dipengaruhi oleh variabel lain di luar
penelitian. Berdasarkan hasil penelitian, Suweger Cabang Rungkut disarankan
untuk mempertahankan dan meningkatkan kepuasan pelanggan melalui
peningkatan kualitas produk dan kualitas pelayanan guna memperkuat loyalitas
pelanggan secara berkelanjutan.

Kata Kunci: Kualitas Produk, Kualitas Pelayanan, Kepuasan Pelanggan, Loyalitas

Pelanggan.



ABSTRAK

This study aims to determine and analyze the effect of product quality, service
quality, and customer satisfaction on customer loyalty at Suweger Rungkut Branch.
This research employed a quantitative approach using a survey method by
distributing questionnaires to 100 respondents who were customers of Suweger
Rungkut Branch. The sampling technique used was purposive sampling. The data
were analyzed using validity tests, reliability tests, classical assumption tests,
multiple linear regression analysis, F-test, t-test, and coefficient of determination
with the assistance of SPSS Statistics. The results indicate that product quality,
service quality, and customer satisfaction simultaneously have a significant effect
on customer loyalty, with an F-value of 26.385 and a significance value of 0.000.
Partially, product quality does not have a significant effect on customer loyalty with
a significance value of 0.087, while service quality also does not have a significant
effect on customer loyalty with a significance value of 0.105. On the other hand,
customer satisfaction has a positive and significant effect on customer loyalty with
a significance value of 0.000 and is identified as the most dominant variable
influencing customer loyalty. The coefficient of determination (R?) of 0.452
indicates that 45.2% of customer loyalty can be explained by product quality,
service quality, and customer satisfaction, while the remaining 54.8% is influenced
by other variables outside the scope of this study. Based on these findings, Suweger
Rungkut Branch is recommended to maintain and enhance customer satisfaction
through continuous improvements in product quality and service quality in order
to strengthen customer loyalty sustainably.

Keywords: Product Quality, Service Quality, Customer Satisfaction, Customer Loyalty.
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