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ABSTRAK 

 

 
Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh kualitas 

layanan terhadap loyalitas pelanggan Barber Pop Setiabudi Bandung. Data 

penelitian ini merupakan data primer yang dikumpulkan secara langsung dengan 

cara penyebaran kuesioner kepada 100 responden yang merupakan pelanggan 

Barber Pop Setiabudi Bandung. Teknik analisis data menggunakan analisis regresi 

berganda dengan program SPSS. Pada analisis data juga dilakukan uji validitas, 

uji reliabilitas, uji asumsi klasik, uji hipotesis dan koefisien determinasi. Secara 

keseluruhan, kualitas pelayanan yang meliputi reliability, responsiveness, 

assurance, empathy, dan tangible berpengaruh terhadap loyalitas pelanggan 

Barber Pop Setiabudhi Bandung sebesar 68,1%, sedangkan sisanya dipengaruhi 

oleh faktor lain yang tidak diteliti. Adapun hasil pengujian hipotesis secara parsial 

menunjukkan terdapat pengaruh reliability terhadap loyalitas pelanggan Barber 

Pop. Tidak terdapat pengaruh responsiveness terhadap loyalitas pelanggan Barber 

Pop. Terdapat pengaruh assurance terhadap loyalitas pelanggan Barber Pop. 

Terdapat pengaruh empathy terhadap loyalitas pelanggan Barber Pop. Tidak 

terdapat pengaruh tangible terhadap loyalitas pelanggan Barber Pop. 
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ABSTRACT 

 

 
This research aims to test and analyze the effect of service quality on customer 

loyalty in Barber Pop Setiabudi Bandung. The data used in this research is 

primary data which are collected directly by distributing questionnaires to 100 

respondents who are customers of Barber Pop Setiabudi Bandung. Technique of 

data analysis on this research using multiple regression analysis with SPSS 

program. In the data analysis also tested the validity, reliability, classical 

assumption test, hypothesis test and coefficient of determination. Overall, service 

quality that includes reliability, responsiveness, assurance, empathy, and tangible 

influence on customer loyalty in Barber Pop Setiabudhi Bandung equal to 68,1%, 

while the rest influenced by other factor not examined. The partial hypothesis 

testing result shows there is influence of reliability to customer loyalty in Barber 

Pop. There is no influence of responsiveness to customer loyalty in Barber Pop. 

There is influence of assurance to customer loyalty in Barber Pop. There is an 

influence of empathy to customer loyalty in Barber Pop. There is no influence of 

tangible to customer loyalty in Barber Pop. 
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