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ABSTRAK

Zakarias Woge Fakultas Ekonomi, Program Sarjana. Pengaruh Kualitas
Pelayanan dan Kepuasan Pelangan Terhadap Loyalitas Pelangan pada bengkel
Tambal ban di Kota Ende, Pembimbing I|: Rafael Octavianus byre
Pembimbing 2 : Maria Helena C. Dua Mea

Penelitian ini bertujuan untuk mengetahui Untuk mengetahui (1) Apakah ada
pengaruh kualitas pelayanan terhadap loyalitas pelangan bengkel Tambal ban di
Kota Ende. (2) Apakah ada pengaruh kepuasan pelangan terhadap loyalitas
pelangan bengkel Tambal ban di Kota Ende. Penelitian ini termasuk penelitian
kausalitas dengan menggunakan pendekatan kuantitatif. Sampel dalam penelitian
ini adalah 70 orang pelangan bengkel Tambal ban di Kota Ende. Data
dikumpulkan dengan kuesioner yang telah diuji validitas dan reliabilitasnya.
Regresi linier berganda digunakan untuk uji hipotesis penelitian ini. Hasil
penelitian ini menunjukkan bahwa, (1) ada pengaruh partial dan signifikan dari
kualitas layanan terhadap loyalitas pelangan bengkel Tambal ban di Kota Ende
dengan nilai beta (B) sebesar 0,441 (2) ada pengaruh partial dan signifikan dari
kepuasan pelangan terhadap loyalitas pelangan bengkel Tambal ban di Kota Ende
dengan nilai beta () sebesar 0,728.

Kata kunci: Kualitas Layanan, Kepuasan Pelangan, Loyalitas Pelangan



ABSTRACT

Zakarias Woge Faculty of Economics, Undergraduate Program. The
Influence of Service Quality and Customer Satisfaction on Customer Loyalty
at the Tire Patch Workshop in Ende City, Advisor I: Rafael Octavianus byre
Advisor 2 : Maria Helena C. Dua Mea

This study aims to find out (1) Is there an effect of service quality on
customer loyalty at bengkel Tambal ban in Ende City. (2) Is there an effect of
customer satisfaction on customer loyalty at the Tambal ban workshop in Ende
City. This research includes causality research using a quantitative approach. The
sample in this study were 70 customers of the tire repair shop in Ende City. Data
were collected by using a questionnaire that had been tested for validity and
reliability. Multiple linear regression was used to test the hypothesis of this study.
The results of this study indicate that, (1) there is a partial and significant effect of
service quality on customer loyalty at bengkel Tambal ban in Ende City with a
beta (B) value of 0.441 (2) there is a partial and significant effect of customer
satisfaction on customer loyalty bengkel Tambal Tires in Ende City with a beta
(B) value of 0.728.

Keywords: Service Quality, Customer Satisfaction, Customer Loyalty
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