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ABSTRAK 

 

Sally Guinea / 28120044 / 2016 / Pengaruh Kualitas Layanan Terhadap Kepuasan Konsumen 

Serta Dampaknya Pada Loyalitas Konsumen Pengguna Jasa Ojek Online di Jakarta / Dosen 

Pembimbing : Prof. Dr Husein Umar, S.E., M.B.A., M.M. 

Penelitian ini bertujuan untuk meneliti pengaruh kualitas layanan terhadap kepuasan konsumen, 

dimana masing – masing variabel tersebut mempunyai dampak pada loyalitas konsumen.  

Kualitas layanan ditinjau dari lima dimensi, yaitu keberwujudan, keandalan, ketanggapan, 

jaminan, dan empati. Kepuasan konsumen dilihat dari kepuasan pada pelayanan, perlengkapan, 

ide, dan kepuasan secara keseluruhan. Loyalitas Konsumen ditinjau dari multi-dimensi, yaitu 

prospek, kontak emosional, pengulang, penyebarluasan informasi, dan penganjur.  

Instrumen dalam penelitian ini menggunakan kuesioner yang dianalisis dengan metode regresi – 

korelasi dan juga dilengkapi dengan analisis jalur.  

Hasil penelitian mengindikasikan bahwa kualitas layanan berpengaruh langsung terhadap 

kepuasan konsumen dan kepuasan konsumen berpengaruh langsung terhadap loyalitas konsumen 

secara signifikan. Pengaruh langsung dari kualitas layanan terhadap loyalitas konsumen tidak kuat 

dalam penelitian, karena peneliti tidak menemukan pengaruh signifikan antara kualitas layanan 

dan loyalitas konsumen. Namun, kualitas layanan memiliki pengaruh terhadap loyalitas konsumen 

secara tidak langsung melalui kepuasan konsumen.   
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ABSTRACT 

 

Sally Guinea / 28120044 / 2016 / The Influence of Service Quality on Customer Satisfaction 

and Its Effect on Customer Loyalty of Bike’s Online Users in Jakarta / Advisor : Prof. Dr 

Husein Umar, S.E., M.B.A., M.M. 

This research aims to investigate the influence of service quality on customer satisfaction, which 

is each of variables may have its impact on customer loyalty.  

Service quality is observed by five dimensions, i.e. tangible, reliability, responsiveness, assurance, 

and empathy.  Customer satisfaction is measured by service satisfaction, accoutrement, ideas, and 

overall satisfaction. Customer loyalty is observed by multi-dimensions, i.e. prospect, emotional 

contact, repeat buyer, information spreading, and promoter. 

The instrument of this research used the questionnaire, which were analyzed with regression – 

correlation method and also completed by path analysis.  

The results indicate that service quality has direct effect on customer satisfaction and customer 

satisfaction has direct effect on customer loyalty significantly. The direct effect of service quality 

on customer loyalty doesn’t sustain the research, since the researcher didn’t find any significant 

direct relation between service quality and customer loyalty. However, service quality may have 

an effect on customer loyalty indirectly through customer satisfaction. 
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