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                     ABSTRAK 

 

PENGARUH KUALITAS PELAYANAN, KEPERCAYAAN  

 PELANGGAN, NILAI TERHADAP KEPUASAN PELANGGAN  

BERDAMPAK 

 PADA LOYALITAS PELANGGAN  

(STUDI KASUS PADA PO. HARYANTO KUDUS) 

 

Yulfan Ridlo Puspito 

2016-11-263 

 

Dosbing I Dr. Kertati Sumekar, SE, MM 

Dosbing II. Mira Meilia Marka SE,MM 

 

Penelitian ini menganalisis pengaruh kualitas pelayanan, kepercayaan 

pelanggan, nilai terhadap kepuasan pelanggan berdampak pada loyalitas 

pelanggan (Studi Kasus pada PO. Haryanto Kudus). Sampel penelitian senilai 126 

responden. Teknik pengambilan sampel menggunakan Purposive sampling. 

Metode pengumpulan data menggunakan daftar pertanyaan (questionaire). 

Metode analisis memakai pengujian validitas dan reliabilitas. Analisa data 

memakai SEM AMOS Versi 23.0. Berdasarkan hasil analisis dan pembahasan 

maka kesimpulan dalam peneltian ini adalah sebagai berikut (1) kualitas 

pelayanan berpengaruh positif dan signifikan terhadap kepuasan pelanggan PO. 

Haryanto Kudus; (2) Kepercayaan berpengaruh positif dan signifikan terhadap 

kepuasan pelanggan PO Haryanto Kudus (3) Nilai pelanggan berpengaruh positif 

dan signifikan terhadap kepuasan pelanggan PO Haryanto Kudus; (4) Kualitas 

pelayanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan PO 

Haryanto Kudus; (5) Kepercayaan berpengaruh positif dan signifikan terhadap 

loyalitas pelanggan PO Haryanto Kudus; (6) Nilai pelanggan berpengaruh positif 

dan signifikan terhadap loyalitas pelanggan PO Haryanto Kudus. (7) Kepuasan 

pelanggan berpengaruh positif dan signifikan terhadap loyalitas pelanggan PO 

Haryanto Kudus.  

 

Kata Kunci : Kualitas pelayanan, kepercayaan pelanggan, nilai, kepuasan dan 

loyalitas pelanggan. 
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ABSTRACT 

 

INFLUENCE OF QUALITY OF SERVICE, TRUST  

 CUSTOMER, VALUE TO CUSTOMER SATISFACTION HAS AN IMPACT 

 ON CUSTOMER LOYALTY (CASE STUDY ON PO. HARYANTO KUDUS) 

 

 

Yulfan Ridlo Puspito 

NIM. 2016-11-263 

 

Advisor I Dr. Kertati Sumekar, SE, MM 

Advisor II. Mira Meilia Marka SE,MM 

 

Research aims to analyzed the influence of service quality, customer trust, 

value on customer satisfaction has an impact on customer loyalty (Case Study on 

PO. Haryanto Kudus). The study sample was 126 respondents. Sampling 

techniques using Purposive sampling. The data collection method using a 

question list (questionaire). The analysis method using validity and reliability 

tests.  Data analysis using AMOS SEM. Based on the results of analysis and 

discussion, the conclusions in this study as follows (1) the quality of service has a 

positive and significant effect on customer satisfaction PO Haryanto; (2) Trust 

has a positive and significant effect on customer satisfaction of PO Haryanto 

Kudus (3) Customer value has a positive and significant effect on customer 

satisfaction of PO Haryanto Kudus; (4) Quality of service has a positive and 

significant effect on the customer loyalty of PO Haryanto Kudus; (5) Trust has a 

positive and significant effect on the loyalty of PO Haryanto Kudus customers; (6) 

Customer value has a positive and significant effect on the loyalty of PO 

Haryanto Kudus customers. (7) Customer satisfaction has a positive and 

significant effect on the customer loyalty of PO Haryanto Kudus.  

 

Keywords: Quality of service, customer trust, value, satisfaction and customer 

loyalty. 
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