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ABSTRAKSI 

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh promotion 

dan service quality terhadap customer loyalty melalui kepuasan pelanggan sebagai 

variabel intervening studi pada pengguna aplikasi Shopee di Kabupaten Kudus. 

Jenis penelitian ini yaitu penelitian kuantitatif. Sampel yang digunakan dalam 

penelitian ini berjumlah 100 reponden dengan menggunakan teknik pengambilan 

sampel yaitu non-probability sampling dengan metode purposive sample dan 

kriteria sampel Laki-laki dan Perempuan, sudah pernah membeli minimal 1 kali di 

Shopee dan pengguna aplikasi Shopee di Kabupaten Kudus. Pengolahan data 

penelitian menggunakan software Smart PLS 3.29. Hasil penelitian menunjukkan 

bahwa (1) Promotion berpengaruh secara positif dan signifikan terhadap customer 

loyalty. (2) Service quality berpengaruh secara positif dan signifikan terhadap 

customer loyalty. (3) Promotion berpengaruh secara positif dan signifikan terhadap 

kepuasan pelanggan. (4 Service quality berpengaruh secara positif dan signifikan 

terhadap kepuasan pelanggan. (5) Kepuasan pelanggan berpengaruh secara positif 

dan signifikan terhadap customer loyalty. (6) Kepuasan pelanggan mampu 

memediasi pengaruh Promotion terhadap customer loyalty. (7) Kepuasan 

pelanggan mampu memediasi pengaruh Service quality terhadap customer loyalty. 

 

Kata Kunci: Promotion, Service Quality, Customer Loyalty, Kepuasan Pelanggan 
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ABSTRACT 

The purpose of this study was to determine the effect of promotion and 

service quality on customer loyalty through customer satisfaction as an intervening 

variable of the study on Shopee application users in Kudus Regency. This type of 

research is quantitative research. The sample used in this study was 100 

respondents using a sampling technique, namely non-probability sampling with a 

purposive sample method and sample criteria of Men and Women, who have 

purchased at least 1 time on Shopee and Shopee application users in Kudus 

Regency. Research data processing using Smart PLS 3.29 software. The results of 

the study showed that (1) Promotion has a positive and significant effect on 

customer loyalty. (2) Service quality has a positive and significant effect on 

customer loyalty. (3) Promotion has a positive and significant effect on customer 

satisfaction. (4) Service quality has a positive and significant effect on customer 

satisfaction. (5) Customer satisfaction has a positive and significant effect on 

customer loyalty. (6) Customer satisfaction is able to mediate the effect of 

Promotion on customer loyalty. (7) Customer satisfaction is able to mediate the 

effect of Service quality on customer loyalty. 

Keywords: Promotion, Service Quality, Customer Loyalty, Customer Satisfaction 
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