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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan
dan komunikasi pemasaran terhadap loyalitas konsumen dengan kepuasan
konsumen sebagai variabel intervening (studi pada konsumen Rabbani cabang
margoyoso kalinyamatan jepara). Populasi pada penelitian ini adalah konsumen
Rabbani Cabang Margoyoso Kalinyamatan Jepara. Teknik pengambilan sampel
menggunakan purposive sampling sehingga menghasilkan sampel sebanyak 120
responden. Analisis data menggunakan analisis SEM AMOS v.24. Berdasarkan
hasil penelitian menunjukkan bahwa kualitas pelayanan berpengaruh positif dan
signifikan terhadap kepuasan konsumen, komunikasi pemasaran berpengaruh
positif dan signifikan terhadap kepuasan konsumen, kualitas pelayanan
berpengaruh positif dan signifikan terhadap loyalitas konsumen, komunikasi
pemasaran berpengaruh positif dan signifikan terhadap loyalitas konsumen,
kepuasan Konsumen berpengaruh positif dan signifikan terhadap loyalitas
konsumen. Kepuasan konsumen mampu memediasi pengaruh kualitas pelayanan
terhadap loyalitas konsumen. Kepuasan konsumen mampu memediasi pengaruh
komunikasi pemasaran terhadap loyalitas konsumen.

Kata kunci: kualitas pelayanan, komunikasi pemasaran, loyalitas konsumen,
kepuasan konsumen.
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EFFECT OF SERVICE QUALITY AND MARKETING COMMUNICATON
ON CUSTOMER LOYALITY WITH CUSTOMER SATISFACTION AS
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ABSTRACT

This study aims to analyze the effect of service quality and marketing
communications on consumer loyalty with consumer satisfaction as an
intervening variable (studies on consumers of Rabbani branch of Margoyoso
Kalinyamatan, Jepara). The population in this study were the consumers of the
Rabbani branch of Margoyoso Kalinyamatan, Jepara. The sampling technique
used purposive sampling to produce a sample of 120 respondents. Data analysis
using AMOS v.24 SEM analysis. Based on the results of the study, it shows that
service quality has a positive and significant effect on customer satisfaction,
marketing communications has a positive and significant effect on customer
satisfaction, service quality has a positive and significant effect on customer
loyalty, marketing communications has a positive and significant effect on
customer loyalty, consumer satisfaction has a positive and significant effect and
significant effect on consumer loyalty. Consumer satisfaction is able to mediate
the effect of service quality on consumer loyalty. Consumer satisfaction is able to
mediate the effect of marketing communications on consumer loyalty .

Keyword: service quality, marketing communications, consumer loyalty,
consumer satisfaction
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