ABSTRACT

Mardiyan Chou 2009, The Effect of Quality Services to The Customer
Loyalty in Bandung city, under supervision of Dra. Ika Gunawan, MM.

Based on the observation, identifield that Pearson Correlation number between the
service quality and the customer loyalty is 0.313, Then obtained that
determination coefficient number is 5.0% which mean that 5.0% of customer
loyalty are effected by service quality, and the 95.0% remaining means that the
customer loyalty effected by other variables. Quality of Service in
AIRPLANESYSTM Distribution Store Bandung is noticed by 5 (five) dimension,
such as : Tangibles, Empathy, Reliability, Responsiveness, Assurance. Meanwhile
to define how big the customer loyalty, it can be distinguished by 3 (three)
dimension, comprise of : Repeatition, Raferall, Retention. Observation method
that been employed by writer are descriptive and verificative methods. These
kinds of observation are correlational and causality type of observation. The unit
of analysis on this observation is individual, comprise of : customer
AIRPLANESYSTM Distribution Store Bandung, who has using product &
service which on the market AIRPLANESYSTM Distribution Store Bandung.
Based on the time collecting date (time horizon) this observation is typically
cross-section.

Key Words : Tangibles, Reliability, Responsiveness, Assurance, Emphaty,
and

Customer Loyalty.
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ABSTRAK

Mardiyan Chou, 2009, Pengaruh Kualitas Pelayanan Terhadap Loyalitas
Pelanggan AIRPLANESYSTM Distribution Store Di Kota Bandung, di
bawah bimbingan Dra. Ika Gunawan, MM.

Dari penelitian diketahui besarnya korelasi pearson antara kualitas pelayanan
dengan loyalitas pelanggan adalah 0.313 kemudian didapat besaran koefisien
determinasi sebesar 5.0% yang artinya 5.0% dari loyalitas pelanggan dipengaruhi
oleh kualitas pelayanan, sisanya sebesar 95.0% mempunyai arti bahwa loyalitas
pelanggan dipengaruhi oleh variabel-variabel lain. Kualitas pelayanan
AIRPLANESYSTM Distribution Store Bandung ditinjau dari lima dimensi, yaitu
. Tangibles, Empathy, Reliability, Responsiveness, Assurance. Sedangkan untuk
mengetahui besarnya loyalitas pelanggan dapat dilihat dari tiga dimensi, yaitu :
Repeatition, Raferall, Retention. Metode penelitian yang digunakan penulis adalah
metode deskriptif dan verifikatif, tipe penelitian ini adalah tipe penelitian
korelasional dan kausalitas. Unit analisis (Unit of analysis) penelitian ini adalah
individual yaitu para pelanggan AIRPLANESYSTM Distribution Store Bandung,
yang menggunakan produk dan pelayanan yang ditawarkan AIRPLANESYSTM
Distribution Store Bandung. Dilihat dari waktu pengumpulan datanya (time
horizon) penelitian ini bersifat cross-section.

Kata Kunci : Bukti Langsung, Kehandalan, Daya Tanggap, (Jaminan dan

Kepastian), Perhatian, Loyalitas Pelanggan.
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