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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh persepsi nilai pelanggan,
kepercayaan pelanggan, dan sikap konsumen terhadap loyalitas melalui kepuasan
pelanggan. Penelitian ini menggunakan metode penelitian deskriptif kuantitatif.
Jumlah populasi dalam penelitian ini adalah pelanggan gerai Rajawali Cellular
Kudus yang tidak diketahui secara pasti jumlahnya serta sampel yang digunakan
sebanyak 130 responden. Dari hasil penelitian diperoleh kesimpulan sebagai
berikut: (1) Persepsi Nilai Pelanggan berpengaruh positif dan signifikan terhadap
Kepuasan- Pelanggan; (2) Kepercayaan Pelanggan berpengaruh positif dan
signifikan terhadap Kepuasan Pelanggan; (3) Sikap Konsumen berpengaruh positif
dan signifikan terhadap Kepuasan Pelanggan; (4) Persepsi Nilai Pelanggan
berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan; (5) Kepercayaan
Pelanggan berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan; (6)
Sikap Konsumen berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan;
(7) Kepuasan Pelanggan berpengaruh positif dan signifikan terhadap Loyalitas
Pelanggan; (8) Kepuasan pelanggan tidak dapat memediasi persepsi nilai pelanggan
dan loyalitas pelanggan.; (9) Kepuasan pelanggan dapat memediasi kepercayaan
pelanggan dan loyalitas pelanggan.; serta (10) Kepuasan pelanggan tidak dapat
memediasi sikap konsumen dan loyalitas pelanggan.

Kata-kata Kunci: persepsi nilai pelanggan, kepercayaan pelanggan, sikap
konsumen, loyalitas pelanggan, kepuasan pelanggan
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ABSTRACT

This study aims to analyze the effect of perceived customer value, customer trust,
and consumer attitudes towards loyalty through customer satisfaction. This study
uses a quantitative descriptive research method. The number of population in this
study is the customers of Rajawali Cellular Kudus outlets whose exact number is
not known and 130 respondents is used as samples. The results of the research isi:
(1) Perceived Customer Value has a positive and significant effect on Customer
Satisfaction; (2) Customer Trust has a positive and significant effect on Customer
Satisfaction; (3) Consumer attitudes have a positive and significant effect on
customer satisfaction; (4) Perceived Customer Value has a positive and significant
effect on Customer Loyalty; (5) Customer Trust has a positive and significant effect
on Customer Loyalty; (6) Consumer Attitude has a positive and significant effect
on Customer Loyalty; (7) Customer Satisfaction has a positive and significant effect
on Customer Loyalty; (8) Customer satisfaction cannot mediate perceptions of
customer value and customer loyalty; (9) Customer satisfaction can mediate
customer trust and customer loyalty; and (10) Customer satisfaction cannot
mediate consumer attitudes and customer loyalty.

Keywords: perception of customer value, customer trust, consumer attitudes,
customer loyalty, customer satisfaction
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