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ABSTRAKSI

PENGARUH RELATIONSHIP MARKETING DAN
PRODUCT QUALITY TERHADAP LOYALITAS
PELANGGAN MELALUI KEPUASAN PELANGGAN
(Studi pada Pelanggan Café Monokopi Jepara)

AFIF NUR WAHID
NIM. 201711396

Dosen Pembimbing  : 1. Nurul Rizka Arumsari, S.E., M.M
2. Mira Meilia Marka, SE. MM.

UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS
PROGRAM STUDI MANAJEMEN

Penelitian ini bertujuan untuk menganalisa pengaruh relationship marketing,
product quality terhadap loyalitas pelanggan melalui kepuasan pelanggan studi
pada pelanggan monokopi Jepara. Analisis penelitian ini menggunakan uji SEM
menggunakan AMOS 24.

Hasil penelitian menunjukkan bahwa terdapat pengaruh positif dan signifikan
dari relationship marketing terhadap kepuasan pelanggan, terdapat pengaruh positif
dan signifikan dari food quality terhadap kepuasan pelanggan, terdapat pengaruh
negatif dan tidak signifikan dari relationship marketing terhadap loyalitas
pelanggan, terdapat pengaruh positif namun tidak signifikan dari product quality
terhadap loyalitas pelanggan, terdapat pengaruh positif dan signifikan dari
kepuasan pelanggan terhadap loyalitas pelanggan, pengaruh relationship marketing
dan product quality terhadap loyalitas pelanggan masing-masing memiliki
pengaruh tidak langsung yang positif, dan kepuasan pelanggan mampu
menimbulkan pengaruh yang lebih besar dibandingkan pengaruh relationship
marketing dan product quality terhadap loyalitas pelanggan secara langsung.

Kata kunci: relationship marketing, product quality, kepuasan pelanggan dan
loyalitas pelanggan.
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ABSTRACT

THE INFLUENCE OF RELATIONSHIP MARKETING AND

PRODUCT QUALITY ON CUSTOMER LOYALTY THROUGH CUSTOMER
SATISFACTION

(Study on Cafe Monokopi Jepara Customers)

AFIF NUR WAHID
NIM. 201711396

Guidance Lecturer [ 1. Nurul Rizka Arumsari, S.E., M.M
2. Mira Meilia Marka, SE. MM.

UNIVERSITAS MURIA KUDUS
FACULTY OF ECONOMIC AND AND BUSINESS
STUDY PROGRAM OF MANAGEMENT

This study aims to analyze the effect of relationship marketing, product
quality on customer loyalty through customer satisfaction studies on Jepara
monocopy customers. Analyzed by SEM test using AMOS 24.

The results showed that there is a positive and significant effect of
relationship marketing on customer satisfaction, there is a positive and significant
effect of product quality on customer satisfaction, there is a negative and
insignificant effect of relationship marketing on customer loyalty, there is a positive
but insignificant effect of product quality on customer loyalty, there is a positive
and significant effect of customer satisfaction on customer loyalty, the effect of
relationship marketing and product quality on customer loyalty each have a
positive indirect effect, and customer satisfaction is able to cause a greater
influence than the effect of relationship marketing and product quality on customer
loyalty directly.

Keywords: relationship marketing, product quality, customer satisfaction and
customer loyality
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