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DAN KUALITAS PELAYANAN TERHADAP KEPUASAN 
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UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN 

 
Penelitian ini bertujuan untuk menganalisis pengaruh citra perusahaan, nilai 

pelanggan dan kualitas pelayanan terhadap kepuasan pelangga yang berdampak 

pada loyalitas pelanggan pada PT. Pandu Logistik Kudus. Pada penelitian ini 

menggunakan tiga variabel eksogen adalah citra perusahaan, nilai pelanggan dan 

kualitas pelayanan. Serta dua variabel endogen adalah kepuasan pelanggan dan 

loyalitas pelanggan. Metode pengumpulan data yang digunakan pada penelitian 

ini adalah metode kuesioner dan dokumnetasi. Sampel yang digunakan terdiri dari 

105 responden dengan teknik purposive sampling yaitu pelanggan yang telah 

menggunakan jasa PT. Pandu Logistic Kudus sebanyak 3 kali dalam waktu dua 

bulan terakhir. 
Pada penelitian ini analisis data yang digunakan program (SEM) Structual 

Equatuion Modeling yang di operasikan melalui program AMOS. Hasil penelitian 

menunjukkan citra perusahaan, nilai pelanggan dan kualitas pelayanan memiliki 

engrauh positif dan signifikan terhadap kepuasan pelanggan. Serta citra 

perusahaan, nilai pelanggan dan kualitas pelayanan memiliki pengaruh positif dan 

signifikan terhadap loyalitas pelanggan. 

 

 

Kata kunci: citra perusahaan, nilai pelanggan, kualitas pelayanan, kepuasan 

pelanggan dan loyalitas pelanggan.  
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ABSTRACT 

 

EFFECT OF COMPANY IMAGE, CUSTOMER VALUE 

AND THE QUALITY OF SERVICE TO SATISFACTION 

CUSTOMERS THAT IMPACT ON THE CUSTOMER LOYALTY OF PT. 

PANDU LOGISTIC KUDUS 

 
Muhammad Dwi Pramono 

NIM. 2016-11-170 

 

Guidance Lecturer : 1. Dr. Drs. Ag. Sunarno H, SH. S.Pd. MM. 

  2. Noor Azis, SE. MM. 

 

UNIVERSITAS MURIA KUDUS 

FACULTY OF ECONOMIC AND AND BUSINESS STUDY PROGRAM  

OF MANAGEMENT 

 

This study aims to analyze the effect of corporate image, customer value and 

service quality on customer satisfaction which has an impact on customer loyalty 

at PT. Holy Logistics Guide. This study uses three exogenous variables, namely 

company image, customer value and service quality. And two endogenous 

variables are customer satisfaction and customer loyalty. The data collection 

methods used in this study were questionnaires and documentation. The sample 

used consisted of 105 respondents with a purposive sampling technique, namely 

customers who have used the services of PT. Pandu Logistic Kudus 3 times in the 

last two months. 

In this study, data analysis used the Structual Equation Modeling (SEM) 

program which is operated through the AMOS program. The results showed that 

company image, customer value and service quality had a positive and significant 

impact on customer satisfaction. As well as company image, customer value and 

service quality have a positive and significant effect on customer loyalty. 

 

 

Keywords:  company image, customer value, service quality, customer 

satisfaction and customer loyalty. 
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