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ABSTRAKSI

PENGARUH INOVASI PRODUK, KUALITAS PELAYANAN
DAN CITRA PERUSAHAAN TERHADAP LOYALITAS
PELANGGAN PT. PURA BARUTAMA KUDUS

BAYU NUR BAWONO
NIM.2014-11-074

Dosen Pembimbing : 1. Dr. Drs. Ag. Sunarno H, SH. S.Pd. MM.
2. lwan Suroso, SE. MM

UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN

Penelitian ini bertujuan untuk menganalisa pengaruh inovasi produk,
kualitas pelayanan dan citra perusahaan terhadap loyalitas pelanggan PT Pura
Barutama Kudus. Dimana diajukan tiga variabel bebas dan satu variabel terikat,
yaitu inovasi produk, kualitas pelayanan dan citra perusahaan sebagai variabel
bebas dan loyalitas pelanggan sebagai variabel terikat.

Penelitian ini dilakukan dengan metode survei terhadap konsumen PT. Pura
Barutama Kudus dan dianalisis dengan regresi. Tahap pertama menguji validitas
dan reliabilitas pertanyaan setiap variabel. Tahap kedua, meregresi inovasi
produk, kualitas pelayanan dan citra perusahaan terhadap loyalitas pelanggan PT
Pura Barutama Kudus.

Hasil penelitian menunjukkan bahwa variabel inovasi produk, kualitas
pelayanan dan citra perusahaan berpengaruh positif signifikan terhadap loyalitas
pelanggan PT Pura Barutama Kudus. Perusahaan harus memberikan pelayanan
kepada pelanggannya secara akurat serta terpercaya sehingga meningkatkan
kualitas pelayanan dari PT Pura Barutama Kudus terhadap pelanggan.

Kata kunci: inovasi produk, kualitas pelayanan, citra perusahaan dan
keputusan pembelian
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ABSTRACT

INFLUENCE OF PRODUCT INNOVATION, QUALITY OF
SERVICE AND CORPORATE IMAGE COMPANY ON
CUSTOMER LOYALTY PT. PURA BARUTAMA KUDUS

BAYU NUR BAWONO
NIM.2014-11-074

Guidance Lecturer ~ : 1. Dr. Drs. Ag. Sunarno H, SH. S.Pd. MM.
2. lwan Suroso, SE. MM

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

This study aims to analyze the effect of product innovation, service quality
and corporate image to customer loyalty PT Pura Barutama Kudus. Where is
proposed three independent variables and one dependent variable, that is product
innovation, service quality and corporate image as independent variable and
customer loyalty as dependent variable.

This research is conducted by survey method to consumer of PT. Pura
Barutama Kudus and analyzed by regression. The first stage examines the validity
and reliability of each variable question. The second stage, regressing product
innovation, service quality and corporate image to customer loyalty PT Pura
Barutama Kudus.

The results showed that product innovation variables, service quality and
corporate image have a significant positive effect on customer loyalty PT Pura
Barutama Kudus. The company must provide accurate and reliable service to its
customers so as to improve the quality of service from PT Pura Barutama Kudus
to customers

Keywords: product innovation, service quality, corporate image and purchasing

decisions
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