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 UNIVERSITAS MURIA KUDUS  

FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN 

 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan dan 

kepercayaan terhadap loyalitas konsumen melalui kepuasan pelanggan sebagai 

variabel intervening (studi pada mahasiswa pengguna tokopedia di universitas 

muria kudus). Pengumpulan data berasal dari metode penyebaran kuesioner 

penelitian mahasiswa Universitas Muria Kudus angakatan 2021 yang berjumlah 

2013 mahasiswa. Teknik pengambilan sampel ini menggunakan metode 

proportional sampling dengan jumlah sampel sebanyak 100 responden. Metode 

analisis data menggunakan Structural Equation Modeling AMOS 24. Hasil 

penelitian menunjukkan bahwa kualitas layanan berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan, kepercayaan tidak berpengaruh terhadap kepuasan 

pelanggan, kualitas layanan berpengaruh positif dan signifikan terhadap loyalitas 

konsumen, kepercayaan tidak berpengaruh signifikan terhadap loyalitas konsumen, 

kepuasan berpengaruh positif dan signifikan terhadap loyalitas konsumen, 

kepuasan pelanggan mampu memediasi hubungan antara kualitas layanan terhadap 

loyalitas konsumen, kepuasan pelanggan mampu memediasi hubungan antara 

kepercayaan terhadap loyalitas konsumen. 

 

Kata Kunci ; Kualitas Layanan,  Kepercayaan, Kepuasan Pelanggan, 

Loyalitas Konsumen. 
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UNIVERSITAS MURIA KUDUS FACULTY OF ECONOMICS AND 

BUSINESS MANAGEMENT STUDY PROGRAM  

ABSTRACT 

This study aims to analyze the effect of service quality and trust on consumer 

loyalty through customer satisfaction as an intervening variable (study of students 

using Tokopedia in  muria kudus universities). The data collection came from the 

distribution method of the 2021 Muria Kudus University student research 

questionnaire, which was a total of 2013 students. This sampling technique uses a 

proportional sampling method with a sample number of 100 respondents. The data 

analysis method uses Structural Equation Modeling AMOS 24. Research results 

show that service quality has a positive and significant effect on customer 

satisfaction, trust has a negligible effect on customer satisfaction, service quality 

has a positive and significant effect on consumer loyalty, trust has no significant 

effect on consumer loyalty, and trust has a negative effect on consumer loyalty. 

Satisfaction has a positive and significant effect on consumer loyalty, customer 

satisfaction is able to mediate the relationship between service quality and 

consumer loyalty, customer satisfaction is able to mediate the relationship between 

trust and consumer loyalty. 

 

Keywords ; Service Quality, Trust, Customer Satisfaction, Consumer Loyalty. 
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