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ABSTRACT 

 
 

 In business world, competition is not a new things for entrepreneurs. They 

will always both compete and retain their customers. To reach that goal, service 

companies are required to be observant in seeing opportunities that exist to maintain 

market share by improving their quality service. An increase in quality service is 

very important since as we all known, satisfied customers will form a customer 

loyalty. This research explain how the impact of service quality on XL provider's 

customer loyalty in faculty of economics management major at Maranatha Christian 

University. Impact of quality service can be measured from some components which 

are tangibles, reliability, responsiveness, assurance, and empathy. 

 This research uses multiple linear regression method on 120 respondents 

using SPSS 17.0. Impact of service quality is 48.6% while the rest which is 51.4% 

are being impacted of other factors. There is a strong relationship between those 

variables, which is equal 71.3%.  

 Xl Provider are trying to increase their quality performance, especially in 

reliability and responsiveness component. Development of an adequate Base 

Transceiver Station (BTS) will make customers feel satisfied with XL provider quality 

service. Xl provider are expected to cooperate with independent survey institutions in 

order to get the feedback from the consumers. From the feedback obtained, they can 

start to increase their quality service, so then the customers are able to form a high 

loyalty to avoid churn rate. 
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ABSTRAK 

 
           

 Dalam dunia bisnis persaingan bukanlah hal yang baru bagi para pebisnis 

untuk saling bersaing dan berusaha untuk mempertahankan konsumen mereka. 

Untuk itu perusahaan jasa dituntut untuk jeli dalam melihat peluang yang ada untuk 

mempertahankan pangsa pasar dengan meningkatkan kualitas pelayanan. 

Peningkatan kualitas pelayanan sangat penting mengingat bahwa pelanggan yang 

puas akan membentuk loyalitas. Penelitian ini membahas tentang bagaimana 

pengaruh kualitas pelayanan jasa terhadap loyalitas pelanggan provider XL pada 

mahasiswa/i fakultas ekonomi jurusan manajemen di Universitas Kristen Maranatha. 

Pengaruh kualitas pelayanan dapat dinilai dari komponen yang terdiri dari tangibles, 

reliability, responsiveness, assurance, dan empathy. 

Penelitian ini menggunakan metode regresi linier berganda terhadap 120 

responden dengan menggunakan program SPSS 17.0. Pengaruh kualitas pelayanan 

sebesar 48.6%, sementara sisanya sebesar 51.4% dipengaruhi faktor lain. Dan 

terdapat hubungan yang  kuat antara kedua variabel tersebut yaitu sebesar 71.3%. 

Provider XL berupaya untuk meningkatkan kualitas kinerjanya, terutama 

dalam komponen reliability dan responsiveness. Pembangunan BTS yang memadai 

akan membuat konsumen merasa puas atas layanan yang diberikan provider XL. 

Provider XL diharapkan menjalin kerjasama dengan lembaga survey independent 

agar mengetahui feedback dari para konsumen. Supaya kualitas pelayanan jasa 

provider XL ditingkatkan agar pelanggan dapat membentuk loyalitas yang tinggi 

sehingga mengindari churn rate. 

 

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan. 
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