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ABSTRAKSI 

 

Penelitian ini bertujuan menganalisis pengaruh kualitas pelayanan dan 

kepercayaan pelanggan terhadap kepuasan pelanggan dan dampaknya pada 

loyalitas pelanggan jasa pengiriman J&T di Kabupaten Kudus. Data penelitian ini 

menggunakan data primer berupa kuesioner. Metode penentuan sampel 

menggunakan Purposive sampling, sehingga diperoleh sampel sebanyak 120 

responden. Analisis data yang digunakan dalam penelitian ini adalah Structural 

Equation Model. Hasil penelitian menyatakan bahwa kualitas pelayanan dan 

kepercayaan berpengaruh positif signifikan terhadap kepuasan pelanggan. 

Kepercayaan pelanggan dan kepuasan pelanggan berpengaruh positif signifikan 

signifikan terhadap loyalitas pelanggan, kualitas pelayanan tidak berpengaruh 

signifikan terhadap loyalitas pelanggan. 

 

Kata Kuci: Kualitas Pelayanan, Kepercayaan, Kepuasan Pelanggan Dan 

Loyalitas Pelanggan 
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ABSTRACT 

 

This study aims to analyse effect of service quality and customer trust ono 

customer satisfaction and its impact on customer loyality of delivery services J&T 

in District Kudus. The data in this study are primary data obtained from 

quesioner. Based on sampel to Purposive sampling and the sumple used 120 

respondents. Method in this study with structural equation model. The result this 

research state that service quality and customer trust have positive effect 

significant to customer satisfaction. Customer trust and customer satisfaction 

have positive effect significant to customer loyality, service quality have no effect 

significant to customer loyality.  

 

Keywords: Service Quality And Customer Trust Ono Customer Satisfaction And 

Its Impact On Customer Loyality 
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