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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan dan kualitas produk
terhadap loyalitas pelanggan melalui kepuasan pelanggan sebagai variabel intervenig. Jenis
penelitian ini menggunakan metode penelitian kuantitaf, teknik pengambilan sampel non
probalility sampling melalui Accidental Sampling. Populasi dalam penelitian ini adalah pelanggan
indihome di Purwokerto dan sudah menjadi pelanggan selama minimal 1 tahun. Sampel pada
penelitian ini adalah sebesar 105 responden. Metode pengumpulan data menggunakan kusioner.
Analisis data menggunakan analisis statistik deskriptif dan analisis SEM PLS menggunakan
SmartPLS 3. Hasil analisis statistik deskriptif menunjukkan bahwa variabel kualitas pelayanan
berada diposisi setuju, variabel kualitas produk berada diposisi netral, variabel kepuasan pelanggan
berada di posisi setuju dan variabel loyalitas pelanggan berada di posisi setuju. Hasil analisis SEM
PLS menunjukkan bahwa kualitas layanan dan kualitas produk berpengaruh positif terhadap
kepuasan pelanggan. Kualitas produk dan kepuasan pelanggan berpengaruh positif terhadap
loyalitas pelanggan, namun kualitas pelayanan tidak berpengaruh. Kemudian kepuasan pelanggan
mampu memediasi hubungan kualitas layanan dan kualitas produk terhadap loyalitas pelanggan.

Kata kunci : Kualitas Pelayanan, Kualitas Produk, Kepuasan Pelanggan, Loyalitas Pelanggan
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THE EFFECT OF SERVICE QUALITY AND PRODUCT QUALITY ON CUSTOMER
LOYALITY THROUGH CUSTOMER SATISFACITON AS AN INTERVENING VARIABLE

(Study on Telkom Indihome customers in Purokerto)

Ratih Pertiwi Saril" Herni Justiana Astuti?
Management Study Program S1 Faculty of Economics and Business
Muhammadiyah University Purwokerto

lratihpertiwisari0909@gmail.com 2herni99@gmail.com

ABSTRACT

This study aims to determine the effect of service quality and product quality on customer loyalty
through customer satisfaction as an intervenig variable. This type of research uses a quantitative
research method, a non-probability sampling technique using accidental sampling. The population
in this study are indihome customers in Purwokerto and have been customers for at least 1 year.
The sample in this study was 105 respondents. Methods of data collection using a questionnaire.
Data analysis used descriptive statistical analysis and PLS SEM analysis using SmartPLS 3. The
results of the descriptive statistical analysis showed that the service quality variable was in the
agree position, the product quality variable was in the neutral position, the customer satisfaction
variable was in the agree position and the customer loyalty variable was in the agree position.
The results of the PLS SEM analysis show that service quality and product quality have a positive
effect on customer satisfaction. Product quality and customer satisfaction have a positive effect on
customer loyalty, but service quality has no effect. Then customer satisfaction is able to mediate
the relationship between service quality and product quality on customer loyalty.

Keywords : Service Quality, Product Quality, customer satisfaction, Custumer Loyality.
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