INTI SARI

Penelitian ini bertujuan untuk menguji pengaruh kualitas layanan dan
kepuasan pelanggan terhadap loyalitas pelanggan dalam konteks high-contact
service. Penelitian ini juga menguji peran kepuasan pelanggan sebagai variabel
yang memediasi hubungan antara kualitas layanan dan loyalitas pelanggan.
Penelitian ini dilakukan di Rumah Sakit Immanuel Bandung. Jumlah sampel
dalam penelitian ini adalah sebanyak 150 responden. Dari hasil analisis
menunjukan bahwa kualitas layanan dapat berpengaruh langsung dan juga tidak
langsung terhadap loyalitas pelanggan. Besarnya pengaruh langsung sebesar
0,459. Sedangkan pengaruh tidak langsung harus di hitung dengan mengalikan
koefisien tidak langsung yaitu 0,831 x 0,503 = 0,418. Jadi total pengaruh kualitas
layanan terhadap loyalitas pelanggan adalah 0,459 + 0,418 = 0,877. Hasil analisis
tersebut menyimpulkan bahwa kepuasan pelanggan berperan sebagai variabel
mediasi secara parsial yang menghubungkan variabel kualitas layanan dan
kepuasan pelanggan.

Kata-kunci : kualitas layanan, kepuasan pelanggan, loyalitas pelanggan.

Xiv
Universitas Kristen Maranatha



ABSTRACT

The goal of this research was to test the effects of quality of service and
customer satisfaction on customer loyalty in high-contact service contexts. This
research also tested the role of customer satisfaction as a variable that mediated
the relationship between quality of service and customer loyalty. This research
was conducted at Immanuel Hospital Bandung with 150 respondents. The results
of the analysis showed that quality of service could directly as well as indirectly
affect customer loyalty. Direct effect was found to be 0,459, whereas indirect
effect could be calculated by multiplying indirect coefficient 0,831 x 0,503 =
0,418. Thus the total effect of quality of service on customer loyalty was 0,459 +
0,418 = 0,877. These results concluded that customer satisfaction played a role as
a partial mediator variable, which connected quality of service variable and
customer satisfaction.

key words: quality of service, customer satisfaction, customer loyalty.
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