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ABSTRAK 

 

 

Tujuan penelitian ini adalah untuk menganalisis pengaruh kualitas pelayanan 

terhadap kepuasan pelanggan, pengaruh kualitas pelayanan terhadap loyalitas 

konsumen dan pengaruh kepuasan pelanggan terhadap loyalitas konsumen di 

Deekey Shoes Garage Antapani. Sampel penelitian ini adalah pengguna jasa 

Deekey Shoes Garage. Teknik pengumpulan data menggunakan kuesioner yang 

disebarkan kepada 125 responden. Teknik analisis data pada penelitian ini 

menggunakan regresi linear sederhana dengan program SPSS. Berdasarkan hasil 

uji secara parsial, disimpulkan terdapat pengaruh kualitas pelayanan terhadap 

kepuasan pelanggan di Deekey Shoes Garage Antapani sebesar 61,9%. Terdapat 

pengaruh Kualitas Pelayanan terhadap Loyalitas Konsumen di Deekey Shoes 

Garage Antapani sebesar 41,4%. Terdapat pengaruh Kepuasan Pelanggan 

terhadap Loyalitas Konsumen di Deekey Shoes Garage Antapani sebesar 47,3%. 

 

 

Kata kunci: kualitas pelayanan, kepuasan pelanggan, loyalitas konsumen. 
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ABSTRACT 

 

 

The purpose of this study was to analyze the effect of service quality on customer 

satisfaction, the effect of service quality on customer loyalty and the effect of 

customer satisfaction on customer loyalty in Antapani's Deekey Shoes Garage. 

The sample of this study is a Deekey Shoes Garage service user. The technique of 

collecting data uses a questionnaire distributed to 125 respondents. The data 

analysis technique in this study used simple linear regression with SPSS program. 

Based on the partial test results, it was concluded that there is an influence of 

service quality on customer satisfaction in Deekey Shoes Garage Antapani by 

61.9%. There is an influence of Service Quality on Customer Loyalty in Deekey 

Shoes Garage Antapani by 41.4%. There is an influence of Customer Satisfaction 

on Customer Loyalty in Deekey Shoes Garage Antapani by 47.3%. 

 

 

Keywords: service quality, customer satisfaction, customer loyalty. 
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