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ABSTRAK

Penelitian ini bertujuan untuk menguji dan menganalisa pengaruh kualitas
layanan, costumer value terhadap loyalitas pelanggan yang dimediasi oleh
kepuasan pelanggan, studi pada JNE Cabang Banjarnegara. Populasi dalam
penelitian ini adalah seluruh pelanggan JNE yang ada di Kota Banjarnegara.
Sampel yang digunakan dalam penelitian ini sebanyak 110 responden. Analisis
yang digunakan adalah Uji Kecocokan Model (F), Uji t, Uji Sobel, dan Uji
Koefisien Determinasi (R?).

Berdasarkan hasil uji kecocokan model (F) model 1 dan model 2 telah
memenuhi uji kecocokan model. Hasil penelitian uji t menyimpulkan; kualitas
layanan berpengaruh positif signifikan terhadap kepuasan pelanggan costumer
value berpengaruh positif signifikan terhadap kepuasan pelanggan kualitas layanan
berpengaruh positif signifikan terhadap loyalitas pelanggan costumer value
berpengaruh positif signifikan terhadap loyalitas pelanggan, kepuasan pelanggan
berpengaruh signifikan terhadap loyaltas pelanggan. Hasil Uji Sobel menyimpulkan
bahwa kualitas layanan berpengaruh signifikan terhadap loyalitas pelanggan
melalui kepuasan pelanggan dan costumer value berpengaruh signifikan terhadap
loyalitas pelanggan melalui kepuasan pelanggan. Hasil uji koefisien determinasi
(R?) model 1 menunjukkan besarnya pengaruh kualitas layanan dan costumer value
terhadap kepuasan pelanggan sebesar 28,9%. Pada uji koefisien determinasi (R?)
model 2 menunjukkan bahwa pengaruh kualitas layanan, costumer value dan
kepuasan pelanggan terhadap loyalitas pelanggan sebesar 40,9%.

Kata Kunci : Kualitas Layanan, Costumer Value, Kepuasan Pelanggan, Loyalitas
Pelanggan.
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THE EFFECT OF SERVICE QUALITY, CUSTOMER VALUE TOWARDS
CUSTOMER LOYALTY MEDIATED BY CUSTOMER SATISFACTION
(STUDY ON CUSTOMER JNE BRANCH BANJARNEGARA)

Adib Satya Qomaruzzaman?, Herni Justiana Astuti?
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Muhammadiyah University Purwokerto
ladibsatya80@gmail.com,
2herni99@gmail.com

ABSTRACT

This research aims to examine and analyze the effect of service quality, customer
value on customer loyalty mediated by customer satisfaction, a study at JNE
Banjarnegara Branch. The population in this study were all JNE customers in the
city of Banjarnegara. The sample used in this study were 110 respondents. The
analysis used was the Model Fit Test (F), t test, Sobel Test, and Determination
Coefficient Test (R2).

Based on the results of the fit test model (F) model 1 and model 2 have met the
model fit test. The results of the t test research concluded; Service quality has a
significant positive effect on customer satisfaction. Customer value has a significant
positive effect on customer satisfaction. Service quality has a significant positive
effect on customer loyalty. Customer value has a significant positive effect on
customer loyalty, customer satisfaction has a significant effect on customer loyalty.
The Sobel test results concluded that service quality has a significant effect on
customer loyalty through customer satisfaction and customer value has a
significant effect on customer loyalty through customer satisfaction. The results of
the coefficient of determination (R2) model 1 show the magnitude of the influence
of service quality and customer value on customer satisfaction by 28.9%. The
coefficient of determination (R2) model 2 test shows that the effect of service
quality, customer value and customer satisfaction on customer loyalty is 40.9%.

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