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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh citra perusahaan, kualitas 

pelayanan dan penanganan keluhan terhdaap loyalitas pelanggan dengan 

kepuasan pelanggan sebagai variabel intervening pada pelanggan Muntira Skin 

Care di Kabupaten Kudus. Penelitian ini menggunakan metode kuantitatif dan 

kualitatif. Popilasi dalam penelitian ini adalah pelanggan Muntira Skin Care di 

Kabupaten Kudus. Sampel pada penelitian ini sebanyak 115 responden 

pelanggan Muntira Skin Care di Kabupaten Kudus dengan pengambilan sampel 

menggunakan metode Hair. Pengumpulan data diperoleh melalui dokumentasi 

dari pihak terkait dan melalui penyebaran kuesioner. Teknik analisis data dalam 

penelitian ini menggunakan analisis data SEM melalui program AMOS. Hasil 

penelitian ini menunjukkan bahwa citra perusahaan berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan, kualitas pelayanan berpengaruh positif 

dan signifikan terhadap kepuasan pelanggan, penanganan keluhan berpengaruh 

negative dan tidak signifikan terhadap kepuasan pelanggan, citra perusahaan 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan, kualitas 

pelayanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan, 

penanganan keluhan berpengaruh negative dan tidak signifikan terhadap 

loyalitas pelanggan, dan kepuasan pelanggan berpengaruh positif signifikan 

terhadap loyalitas pelanggan. Variabel kepuasan pelanggan dapat menjadi 

variabel intervening antara penanganan keluhan terhadap loyalitas pelanggan, 

sedangkan variabel kepuasan pelanggan tidak memiliki kekuatan menjadi 

variabel mediasi pada citra perusahaan dan kualitas pelayanan terhadap loyalitas 

pelanggan.  

Kata kunci : citra perusahaan, kualitas pelayanan, penanganan keluhan, 

kepuasan pelanggan, loyalitas pelanggan.  
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ABSTRACT 

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

handling complaints on customer loyalty with customer satisfaction as a 

intervening variable for Muntira Skin Care customers in Kudus Regency. This 

research uses quantitative and qualitative methods. The population in this study 

were customers of Muntira Skin Care in Kudus Regency. The sample in this 

study was 115 respondents from Muntira Skin Care customers in Kudus Regency 

with the sampling method using the Hair method. Data collection was obtained 

through documentation from related parties and through the distribution of 

questionnaires. The data analysis technique in this study uses SEM data analysis 

through the AMOS program. The results of this study indicate that corporate 

image has a positive and significant effect on customer satisfaction, service 

quality has a positive and significant effect on customer satisfaction, complaint 

handling has a negative and insignificant effect on customer satisfaction, 

corporate image has a positive and significant effect on customer loyalty, and 

service quality has a positive effect. and significant to customer loyalty, 

complaint handling has a negative and insignificant effect on customer loyalty, 

and customer satisfaction has a significant positive effect on customer loyalty. 

The customer satisfaction variable can be an intervening variable between 

complaint handling and customer loyalty, while the customer satisfaction 

variable does not have the power to be a mediating variable on corporate image 

and service quality on customer loyalty. 

Keywords: company image, service quality, complaint handling, customer 

satisfaction, customer loyalty.  

 

FACULTY OF ECONOMICS AND BUSINESS  



 

ix 

 

DAFTAR ISI 

HALAMAN 

JUDUL……………………………………………………………….Error! 

Bookmark not defined. 

HALAMAN PERSETUJUAN SKRIPSI ................................................................ ii 

MOTTO DAN PERSEMBAHAN ........................................................................... i 

KATA PENGANTAR ........................................................................................... iv 

ABSTRAK ............................................................................................................ vii 

ABSTRACT ......................................................................................................... viii 

BAB I PENDAHULUAN ....................................................................................... 1 

1.1 Latar Belakang Masalah ................................................................................ 1 

1.2 Ruang Lingkup .............................................................................................. 6 

1.3 Perumusan Masalah ....................................................................................... 6 

1.4 Tujuan Penelitian ........................................................................................... 8 

1.5 Manfaat Penelitian ......................................................................................... 9 

BAB II TINJAUAN PUSTAKA ........................................................................... 11 

2.1. Landasan Teori ............................................................................................ 11 

2.1.1 Loyalitas Pelanggan................................................................................ 11 

2.1.2 Kepuasan Pelanggan ........................................................................... 12 

2.1.3 Citra Perusahaan ................................................................................. 15 

2.1.4 Kualitas Pelayanan .............................................................................. 19 

2.1.5 Penanganan Keluhan........................................................................... 21 

2.2 Penelitian Terdahulu .................................................................................... 27 

2.3 Kerangka Pemikiran Teoritis ....................................................................... 31 

2.4 Perumusan Hipotesis Penelitian .................................................................. 32 

2.4.1 Pengaruh citra perusahaan terhadap kepuasan pelanggan .................. 32 

2.4.2 Pengaruh kualitas pelayanan terhadap kepuasan pelanggan............... 33 

2.4.3 Pengaruh penanganan keluhan terhadap kepuasan pelanggan ........... 34 

2.4.4 Pengaruh kepuasan pelanggan terhadap loyalitas pelanggan ............. 34 

2.4.5 Pengaruh citra perusahaan terhadap loyalitas pelanggan ................... 35 

2.4.6 Pengaruh kualitas pelayanan terhadap loyalitas pelanggan ................ 36 

2.4.7 Pengaruh penanganan keluhan terhadap loyalitas pelanggan ............. 37 

BAB III METODE PENELITIAN........................................................................ 39 

3.1 Rancangan penelitian ................................................................................... 39 

3.2 Variabel Penelitian....................................................................................... 39 

3.3 Definisi Oprasional Variabel ....................................................................... 40 

3.3.1 Kepuasan Pelanggan ........................................................................... 40 

3.3.2 Loyalitas Pelanggan ............................................................................ 41 

3.3.3 Citra Perusahaan ................................................................................. 41 



 

x 

 

3.3.4 Kualitas pelayanan .............................................................................. 42 

3.3.5 Penangan Keluhan .............................................................................. 42 

3.4 Jenis dan Sumber Data ................................................................................ 43 

3.5 Populasi dan Sampel .................................................................................... 43 

3.6 Pengumpulan data ........................................................................................ 45 

3.7 Uji Instrument Penelitian ............................................................................. 45 

3.8 Pengolahan Data .......................................................................................... 45 

3.9 Metode dan Teknik Analisis Data ............................................................... 47 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ...................................... 55 

4.1. Hasil Penelitian ............................................................................................ 55 

4.1.1 Gambaran Umum Muntira SkinCare Kudus ...................................... 55 

4.1.2 Visi, Misi dan Profil Muntira Skin Care Kudus ................................. 56 

4.1.3  Karakteristik Responden .................................................................... 57 

4.1.4 Deskriptif Variabel Penelitian ............................................................ 59 

4.1.5 Analisis Data ....................................................................................... 64 

4.1.6 Uji Analisa Data ................................................................................. 65 

4.1.7 Analisis Structural Equation Modelling ( SEM ) ............................... 72 

4.1.8 Uji Realibilitas .................................................................................... 73 

4.1.8 Uji Validity ......................................................................................... 74 

4.1.8 Uji Normalitas .................................................................................... 75 

4.1.9 Uji Hipotesis ....................................................................................... 76 

4.1.10 Besarmya Pengaruh Langsung (Direct) atau Pengaruh Tidak 

Langsung (Indirect) ......................................................................... 79 

4.2 Pembahasan .................................................................................................. 81 

4.2.1 Pengaruh citra perusahaan terhadap kepuasan pelanggan .................. 81 

4.2.2 Pengaruh kualitas pelayanan terhadap kepuasan pelanggan .............. 82 

4.2.3 Pengaruh penanganan keluhan terhadap kepuasan pelanggan ........... 83 

4.2.4 Pengaruh citra perusahaan terhadap loyalitas pelanggan ................... 84 

4.2.5 Pengaruh kualitas pelayanan terhadap loyalitas pelanggan ................ 85 

4.2.6 Pengaruh penanganan keluhan terhadap loyalitas pelanggan ............. 86 

4.2.7 Pengaruh kepuasan pelanggan terhadap loyalitas pelanggan ............. 87 

4.2.8 Pengaruh citra perusahaan terhadap loyalitas pelanggan melalui 

kepuasan pelanggan............................................................................ 87 

4.2.9 Pengaruh kualitas pelayanan terhadap loyalitas pelanggan melalui 

kepuasan pelanggan ......................................................................... 88 

4.2.10 Pengaruh penanganan keluhan terhadap loyalitas pelanggan melalui 

kepuasan pelanggan ......................................................................... 89 

BAB V PENUTUP ................................................................................................ 90 

5.1. Kesimpulan .................................................................................................. 90 

5.2 Saran ............................................................................................................. 92 



 

xi 

 

DAFTAR PUSTAKA ........................................................................................... 94 

LAMPIRAN .......................................................................................................... 97 



 

xii 

 

DAFTAR TABEL 

Tabel 1. 1   Daftar Klinik Kecantikan Favorit di Kudus ......................................... 2 

Tabel 1. 2   Jumlah Member Muntira Skin Care ..................................................... 2 

Tabel 1. 3   Data Pengunjung Pasien Muntira Skin Care Kudus Bulan Januari s/d 

Desember 2020 ..................................................................................... 3 

Tabel 4. 1   Responden Menurut Usia...………………………………………….57 

Tabel 4. 2   Responden Menurut Jenis Kelamin ................................................... 58 

Tabel 4. 3   Responden Menurut Frekuensi Berkunjung ...................................... 59 

Tabel 4. 4   Deskripsi Citra Perusahaan (X1)........................................................ 59 

Tabel 4. 5   Deskripsi Variabel Kualitas Pelayanan (X2) ..................................... 60 

Tabel 4. 6   Deskripsi Variabel Penanganan Keluhan (X3) .................................. 61 

Tabel 4. 7   Deskripsi Variabel Kepuasan Pelanggan (Y1)................................... 62 

Tabel 4. 8   Deskripsi Variabel Loyalitas Pelanggan ............................................ 63 

Tabel 4. 9   Uji Model Goodness Of Fit Variabel Eksogen .................................. 67 

Tabel 4. 10   Analisis Faktor Konfirmasi Konstruk Eksogen ............................... 68 

Tabel 4. 11 Uji Model Goodness Of Fit Variabel Endogen .................................. 69 

Tabel 4. 12 Faktor Konfirmatori Konstruk Variabel Endogen ............................. 70 

Tabel 4. 13 Uji Model Goodness Of Fit Variabel Penelitian ................................ 72 

Tabel 4. 14 Uji Realibilitas ................................................................................... 73 

Tabel 4. 15 Uji Discriminant Validity................................................................... 74 

Tabel 4. 16 Uji Normalitas .................................................................................... 75 

Tabel 4. 17 Uji Hipotesis ...................................................................................... 76 

Tabel 4. 18 Hasil Direct Effect ............................................................................. 79 

Tabel 4. 19 Hasil Estimasi Direct Effect, Indirect Effect, dan Total Effect ......... 80 

   



 

xiii 

 

DAFTAR GAMBAR 

Gambar 2. 1 Kerangka Pemikiran Penelitian ........................................................ 16 

Gambar 3. 1 Path Diagra…………………………………………………………16 

Gambar 4. 1 Pengujian Konfirmatori Eksogen Sebelum Perbaikan……………..66 

Gambar 4. 2 Uji Konfirmatori Eksogen Setelah Perbaikan Model ....................... 66 

Gambar 4. 3 Konfirmatori Variabel Endogen ....................................................... 69 

Gambar 4. 4 Pengujian Full Model SEM Sebelum Perbaikan .............................. 71 

Gambar 4. 5 Pengujian Full Model SEM Setelah Perbaikan ................................ 71 

   

file:///C:/Users/HP/Downloads/14-06-21%20acc%20dosbing%202-1.docx%23_Toc75798057
file:///C:/Users/HP/Downloads/14-06-21%20acc%20dosbing%202-1.docx%23_Toc75798077
file:///C:/Users/HP/Downloads/14-06-21%20acc%20dosbing%202-1.docx%23_Toc75798090
file:///C:/Users/HP/Downloads/14-06-21%20acc%20dosbing%202-1.docx%23_Toc75798091
file:///C:/Users/HP/Downloads/14-06-21%20acc%20dosbing%202-1.docx%23_Toc75798093
file:///C:/Users/HP/Downloads/14-06-21%20acc%20dosbing%202-1.docx%23_Toc75798094


 

xiv 

 

DAFTAR LAMPIRAN 

Lampiran 1 Kuesioner Penelitian .......................................................................... 98 

Lampiran 2 Tabel Frekuensi ............................................................................... 102 

Lampiran 3 Uji Validitas ..................................................................................... 108 

Lampiran 4 Discriminant .................................................................................... 112 

  


