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ABSTRAK 

 

 

Helios Fitness Miko Mall Bandung adalah salah satu industri kesehatan dan 

kebugaran yang berkembang di Kota Bandung, sebagai salah satu fitness center di 

Bandung. Helios Fitness Miko Mall Bandung merupakan perusahaan jasa yang 

memberikan fasilitas dan kelas-kelas kebugaran bagi para membernya. Dari hasil 

penelitian yang dilakukan pada perusahaan diketahui bahwa faktor-faktor seperti 

tangible, assurance dan empathy tidak berpengaruh secara parsial terhadap loyalitas 

member fitness Helios Miko Mall.Bandung. Oleh karena itu penelitian mengenai 

kualitas pelayanan pada Helios Fitness Miko Mall Bandung dilakukan.  

Penelitian kualitas pelayanan dilakukan dengan menganalisis faktor-faktor 

seperti reliability, responsiveness, assurance, empathy, tangibles. Dari hasil 

penelitian didapatkan reliability dan responsiveness berpengaruh signifikan secara 

parsial terhadap loyalitas member Helios Fitness Miko Mall. Hasil pengolahan 

regresi untuk kualitas pelayanan (service quality) terhadap loyalitas pelanggan 

(customer loyalty) adalah sebesar 30,1%. Dari hasil tersebut maka penulis dapat 

mengambil kesimpulan bahwa kualitas pelayanan (service quality) mempengaruhi 

loyalitas pelanggan (customer loyalty) sebesar 30,1% dan sisanya 69,9%  

dipengaruhi oleh faktor lain yang tidak dibahas dalam penelitian ini. 

Dari hasil penelitian, perusahaan disarankan manajemen Helios Fitness Miko 

Mall Bandung diharapkan terus meningkatkan kualitas pelayanan (service quality) 

seperti ketepatan waktu dalam layanan, kesopanan, dan keramahan serta kelengkapan 

peralatan dan perlengkapan fitness dalam layanan yang dimilikinya agar dapat 

memenuhi kebutuhan dan harapan pelanggan.  

 

 

Kata kunci: kualitas pelayanan, loyalitas pelanggan 
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ABSTRACT 

 

 

Helios Fitness Miko Mall Bandung is one of the health and fitness industry that 

developed in the city of Bandung, as one fitness center in Bandung. Helios Fitness 

Miko Mall Bandung is a service company providing facilities and fitness classes for 

members. From the results of research conducted on the company it is known that 

factors such as tangible, assurance and empathy are not partial effect on loyalty 

members Miko Mall.Bandung fitness Helios. Therefore, research on the quality of 

service at Helios Fitness Miko Mall Bandung done. 

Service quality research conducted by analyzing factors such as reliability, 

responsiveness, assurance, empathy, tangibles. From the results, reliability and 

responsiveness significant effect partially to the loyalty of the members of Helios 

Fitness Miko Mall. Results of regression processing for quality of service (service 

quality) on customer loyalty (customer loyalty) is 30.1%. From these results, the 

authors can conclude that the quality of service (service quality) affects customer 

loyalty (customer loyalty) of 30.1% and the remaining 69.9% is influenced by other 

factors not discussed in this study. 

From the research, suggested the company management Helios Fitness Miko Mall 

Bandung expected to continue to improve the quality of service (service quality) as 

timeliness of service, courtesy, and friendliness as well as the completeness of the 

fitness equipment and supplies its services to meet the needs and expectations of 

customers. 
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