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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Lingkungan Layanan
dan Kualitas Produk terhadap Loyalitas Pelanggan dengan Kepuasan Pelanggan
sebagai variabel intervening. Penelitian ini dilakukan dengan metode penelitian
kuantitatif, pengambilan non probability, pengambilan sampel purposive sampling.
Sampel penelitian ini sebanyak 120 responden. Analisis yang digunakan adalah uji
instumen, uji asumsi klasik regresi linier berganda, uji t, uji analisi jalur
menggunakan sobel. Hasil analisis menunjukan bahwa Lingkungan Layanan
berpengaruh signifikan terhadap Kepuasan Pelanggan, Kualitas Produk
berpengaruh signifikan terhadap Kepuasan Pelanggan, Lingkungan Layanan tidak
berpengaruh signifikan terhadap Loyalitas Pelanggan, Kualitas Produk tidak
berpengaruh signifikan terhadap Loyalitas Pelanggan, Kepuasan Pelanggan tidak
berpengaruh signifikan terhadap loyalitas pelanggan. Sedangkan secara intervening
Lingkungan Layanan tidak berpengaruh signifikan terhadap Loyalitas Pelanggan
melalui Kepuasan Pelanggan, Kualitas Produk tidak berpengaruh signifikan
terhadap Loyalitas Pelanggan melalui Kepuasan Pelanggan.

Kata kunci: Lingkungan Layanan, Kualitas Produk, Kepuasan Pelanggan, Loyalitas
Pelanggan
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ABSTRACT

This study aims to analyze the effect of Servicescape and Product Quality
on Customer Loyalty with Customer Satisfaction as an intervening variable. This
research was conducted with quantitative research methods, non-probability
taking, sampling purposive sampling. The sample of this research is 120
respondents. The analysis used is instrument test, classical assumption test of
multiple linear regression, t test, path analysis test using Sobel. The results of the
analysis show that the Servicescape has a significant effect on customer
satisfaction, product quality has a significant effect on customer satisfaction, the
Servicescape has no significant effect on customer loyalty, product quality has no
significant effect on customer loyalty, and customer satisfaction has no significant
effect on customer loyalty. While the Servicescape intervention has no significant
effect on Customer Loyalty through Customer Satisfaction, Product Quality has no
significant effect on Customer Loyalty through Customer Satisfaction.

Keywords: Servicescape, Product Quality, Customer Satisfaction, Customer
Loyalty
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