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ABSTRAK 

 

Peneliti tertarik untuk melakukan penelitian mengenai “Pengaruh Kualits 

Layanan Ritel Dan Kualitas Produk, Terhadap Loyalitas Pelanggan (Konsumen 

Yogya)”.  Sehubungan dengan tujuan penelitian, maka jenis penelitian ini adalah 

Causal Expanatory. 

Penelitian ini menggunakan 2 (dua) jenis variable, yaitu variable 

independent dan variable dependent. Variable independent yaitu Kualitas Layanan, 

Kualitas Produk dan variable dependent yaitu Loyalitas Pelanggan. Populasi dalam 

penelitian ini adalah masyarakat sekitar kota Bandung yang pernah berbelanja di 

Supermaket Yogya Bandung. Penarikan sample yang digunakan adalah 

menggunakan teknik purposive sampling. Sampel yang digunakan dalam penelitian 

ini adalah masyarakar sekitar di Universitas Kristen Maranatha yang pernah 

berbelanja di Supermarket Yogya Bandung sebanyak 200 responden. 

Berdasarkan hasil pengolahan data dan pengujian hipotesis, Ditemukan 

adanya pengaruh Kualitas Layanan Retail, Kualitas Produk terhadap Loyalitas 

Pelanggan baik secara parsial maupun simultan.  Dengan demikian perusahaan 

Supermarket Yogya diharapkan dapat meningkatkan baik Kualitas Layanan Retail 

maupun Kualitas Produk, dengan tujuan untuk meningkatkan Loyalitas Pelanggan 

di kemudian hari.  Untuk penelitian selanjutnya, Peneliti menyarankan untuk dapat 

menambah variabel lain yang dianggap dapat mempengaruhi Loyalitas pelanggan 

di kemudian hari. 
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ABSTRACT 

 

Researcher were interested in conducting research on "The Effect of Service 

Quality Ritel and Product Quality, on Customer Loyalty (Yogya Consumers)". In 

connection with the research objectives, this type of research is the Causal 

Expanatory. 

This study uses 2 (two) types of variables, namely independent variables and 

dependent variables. The independent variable is Service Quality, Product Quality 

and the dependent variable is Customer Loyalty. The population in this study is the 

community around the city of Bandung who have shopped at the Yogya Supermaket 

Bandung. The sample used is using purposive sampling technique. The sample used 

in this study was the surrounding community at Maranatha Christian University 

who had shopped at Yogya Supermarket Bandung for 200 respondents. 

Based on the results of data processing and hypothesis testing, it found the 

influence of Retail Service Quality, Product Quality on Customer Loyalty both 

partially and simultaneously. Thus the Yogya Supermarket company is expected to 

improve both the Quality of Retail Services and Product Quality, with the aim of 

increasing Customer Loyalty in the future. For further research, researchers 

suggest to be able to add other variables that are considered to affect customer 

loyalty in the future. 
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