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ABSTRAKSI 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan 

dan brand image secara parsial terhadap loyalitas pelanggan pengguna jasa 

pengiriman online J&T Express di Kabupaten Kudus, menganalisis pengaruh 

kualitas pelayanan dan brand image secara parsial terhadap kepuasaan pelanggan 

pengguna jasa pengiriman online J&T Express di Kabupaten Kudus, menganalisis 

pengaruh kepuasaan pelanggan terhadap loyalitas pelanggan pengguna jasa 

pengiriman online J&T Express di Kabupaten Kudus, serta untuk menguji 

hubungan antar variable yang dihubungkan oleh variable mediasi.  

Jumlah sampel dalam penelitian ini berjumlah 120 orang responden 

dengan pengolahan data menggunakan metode Structural Equation Modeling 

(SEM). Hasil analisis sebagai berikut: (1) Kualitas pelayanan berpengaruh positif 

dan signifikan terhadap loyalitas pelanggan secara langsung dan secara tidak 

langsung kepuasan pelanggan bisa menjadi mediasi antara kualitas pelayanan 

terhadap loyalitas pelanggan. (2) Brand image berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan secara langsung dan secara tidak langsung kepuasan 

pelanggan bisa menjadi mediasi antara brand image terhadap loyalitas pelanggan. 

(3) Kualitas pelayanan berpengaruh positif dan signifikan terhadap kepuasan 

pelanggan. (4) Brand image berpengaruh positif dan signifikan terhadap kepuasan 

pelanggan. (5) Kepuasan pelanggan berpengaruh positif dan signifikan terhadap 

loyalitas pelanggan. 

 

Kata Kunci : Kualitas Pelayanan, Brand Image, Loyalitas Pelanggan,dan 

Kepuasan Pelanggan 
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ABSTRACTION 

 

This study aims to analyze the effect of service quality and brand image 

partially on customer loyalty of J&T Express online delivery service users in 

Kudus Regency, to analyze the effect of service quality and brand image partially 

on customer satisfaction of J&T Express online delivery service users in Kudus 

Regency, to analyze the influence customer satisfaction with customer loyalty of 

J&T Express online delivery service users in Kudus Regency, as well as to test the 

relationship between variables connected by the mediating variable.  

The number of samples in this study amounted to 120 respondents with data 

processing using the Structural Equation Modeling (SEM) method. The results of 

the analysis are as follows: (1) Service quality has a positive and significant effect 

on customer loyalty directly and indirectly customer satisfaction can be a 

mediation between service quality and customer loyalty. (2) Brand image has a 

positive and significant effect on customer loyalty, directly and indirectly 

customer satisfaction can be a mediation between brand image and customer 

loyalty. (3) Service quality has a positive and significant effect on customer 

satisfaction. (4) Brand image has a positive and significant effect on customer 

satisfaction. (5) Customer satisfaction has a positive and significant effect on 

customer loyalty. 

 

Keywords: Service Quality, Brand Image, Customer Loyalty, and Customer 

Satisfaction 
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