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ABSTRAK 

 

 

Penelitian ini bertujuan untuk mengidentifikasi pengaruh kualitas pelayanan 

terhadap kepuasan pelanggan, pengaruh kualitas pelayanan dan kepuasan 

pelanggan terhadap loyalitas pelanggan, pengaruh kualitas pelayanan dan 

kepuasan pelanggan terhadap citra merek, dan pengaruh loyalitas pelanggan 

terhadap citra merek di J&T Express Cabang Surya Sumantri kota Bandung. 

Populasi pada penelitian ini adalah pelanggan yang pernah menggunakan jasa 

pengiriman barang J&T Express Bandung lebih dari dua kali. Penentuan jumlah 

sampel menggunakan rumus slovin dan diperoleh sampel sebanyak 85 

Responden. Teknik pengumpulan data yang digunakan adalah kuisioner. Teknik 

analisis data menggunakan regresi linier berganda dengan SPSS. Berdasarkan 

hasil penelitian, dapat disimpulkan terdapat pengaruh kualitas pelayanan terhadap 

kepuasan pelanggan. Terdapat pengaruh kualitas pelayanan terhadap loyalitas 

pelanggan. Terdapat pengaruh kepuasan pelanggan terhadap loyalitas pelanggan. 

Terdapat pengaruh kualitas pelayanan terhadap citra merek. Terdapat pengaruh 

kepuasan pelanggan terhadap citra merek. Terdapat pengaruh loyalitas pelanggan 

terhadap citra merek. 

  

 

Kata kunci: Kualitas pelayanan, kepuasan pelanggan, loyalitas pelanggan, citra 

merek. 
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ABSTRACT 

 

 

This study aims to identify the effect of service quality on customer satisfaction, 

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

effect of service quality and customer satisfaction on brand image, and the effect 

of customer loyalty on brand image at J & T Express Surya Sumantri Branch in 

Bandung city. The population in this study are customers who have used J & T 

Express Bandung services more than twice. Determination method of samples 

using Slovin formula and obtained sample of 85 respondents. The data collection 

technique used is a questionnaire. Data analysis techniques using multiple linear 

regression with SPSS program. Based on the results of study, it can be concluded 

that there is an effect of service quality on customer satisfaction. There is an effect 

of service quality on customer loyalty. There is an effect of customer satisfaction 

on customer loyalty. There is an effect of service quality on brand image. There is 

an effect of customer satisfaction on brand image. There is an effect of customer 

loyalty on brand image. 
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