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ABSTRAK

Tujuan dari-penelitian ini adalah untuk menganalisis pengaruh relationship
marketing, kepercayaan dan kualitas pelayanan-terhadap loyalitas pelanggan HP
OPPO di Kabupaten Banyumas. Populasi dalam penelitian-ini adalah pelanggan
HP Oppo di Kabupaten Banyumas.. Kuesioner -digunakan < sebagai alat
pengumpulan data. Metode pengambilan sampel yang digunakan adalah purposive
sampling. Alat analisis dalam penelitian ini adalah regresi berganda. Hasil analisis
regresi menunjukan relationship -marketing secara parsial berpengaruh positif dan
signifikan terhadap loyalitas pelanggan, kepercayaan secara parsial tidak
berpengaruh positif dan signfikan terhadap loyalitas pelanggan, kualitas
pelayanan secara parsial berpengaruh positif dan signifikan terhadap loyalitas
pelanggan, relationship marketing, kepercayaan dan kualitas pelayanan secara
simultan berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Dalam
penelitian ini variabel kualitas pelayanan memiliki pengaruh yang paling dominan
terhadap loyalitas pelanggan.

Kata kunci: relationship marketing, kepercayaan, kualitas pelayanan, loyalitas
pelanggan
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ABSTRACT

The' purpose of this study was to analyze the effect of relationship
marketing, trust ‘and service quality on customer. loyalty of OPPO HP in
Banyumas Regency. The population.in this study were Oppo HP customers in
Banyumas Regency. The questionnaire is used as a: data collection tool. The
sampling method used was purposive sampling. The analytical tool.in this study is
multiple regression. The results of the regression analysis show that relationship
marketing partially has a positive and significant effect on customer loyalty, trust
partially does not have a positive and significant effect on customer loyalty,
service quality partially has a positive and significant effect on customer loyalty,
relationship marketing, trust and quality of service simultaneously. positive and
significant to customer loyalty. In this study service quality variables have the
most dominant influence on customer loyalty.

Keywords: relationship marketing, trust, service quality, customer loyalty
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