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ABSTRAKSI 

 

Penelitian ini bertujuan untuk menguji pengaruh kepuasan pelanggan terhadap 

loyalitas pelanggan yang dimoderasi kepercayaan pelanggan. Jumlah sampel yang 

ditetapkan pada penelitian ini sebanyak 126 responden yang ditentukan menggunakan 

metode dengan non probability sampling. Sebagai variabel independen yaitu kepuasan 

pelanggan, dan variabel dependennya adalah loyalitas pelanggan serta variabel 

moderatingnya yaitu kepercayaan pelanggan. Analisis yang digunakan meliputi uji 

validitas, uji reliabilitas, uji asumsi klasik, moderated regression analysis, uji koefisien 

determinasi,uji F dan uji t. 

 Hasil analisis menunjukan bahwa variabel kepuasan pelanggan berpengaruh 

signifikan  terhadap loyalitas pelanggan, variabel kepercayaan pelanggan berpengaruh 

signifikan terhadap loyalitas, dan variabel kepercayaan pelanggan memoderasi pengaruh 

kepuasan pelanggan terhadap loyalitas pelanggan. 

  

Kata kunci: Kepuasan Pelanggan, Kepercayaan Pelanggan, Loyalitas Pelanggan 

 

ABSTRACT 

 This study aims to examine the effect of customer satisfaction on customer 

loyalty which moderated customer trust. The number of samples determined in this study 

were 126 respondents who were determined using a non probability sampling method. 

As an independent variable, namely customer satisfaction, and the dependent variable is 

customer loyalty and the moderating variable, namely customer trust. The analysis used 

included the validity test, reliability test, classic assumption test, moderated regression 

analysis, coefficient of determination test, F test and t test. 

 The results of the analysis show that the variable customer satisfaction has a 

significant effect on customer loyalty, the variable customer trust has a significant effect 

on loyalty, and the variable customer trust moderates the effect of customer satisfaction 

on customer loyalty. 

 

Keywords: Customer Satisfaction, Customer Trust, Customer Loyalty 
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