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HUBUNGAN ANTARA KEPUASAN KONSUMEN DENGAN LOYALITAS
KONSUMEN DI GLADAG LANGEN BOGAN KOTA SURAKARTA

ABSTRAK

Penelitian ini bertujuan untuk mengetahui hubungan antara kepuasan konsumen
dengan loyalitas konsumen di Gladag Langen Bogan Kota Surakarta. Hipotesis
yang diajukan yaitu terdapat hubungan positif antara kepuasan konsumen dengan
loyalitas konsumen. Populasi dalam penelitian ini berjulah kurang lebih 50.000
orang. Teknik sampling yang digunakan yaitu accidental sampling dan didapatkan
subjek sebanyak 200 orang. Metode pengumpulan data menggunakan metode
kuantitatif dengan alat ukur skala loyalitas konsumen dan skala kepuasan
konsumen. Teknik analisis data yang digunakan yaitu korelasi Product Moment
menggunakan program SPSS 23.0 for Windows. Berdasarkan hasil analisis data,
diperoleh nilai koefisien korelasi (rxy) sebesar 0,666 dan (p) sebesar 0,000 (p <
0,01). Hal tersebut menunjukkan bahwa terdapat hubungan positif yang sangat
signifikan antara kepuasan konsumen dengan loyalitas konsumen. Kepuasan
konsumen mempengaruhi loyalitas konsumen sebesar 44,35%, sedangkan 55,65%
dipengaruhi variabel lainnya. Tingkat loyalitas konsumen tergolong sangat tinggi
dengan rerata empirik (RE) sebesar 32,4 dan tingkat kepuasan konsumen
tergolong dalam kategori tinggi dengan rerata empirik (RE) sebesar 47,5.
Keterbatasan dalam penelitian ini adalah penggunaan metode pengumpulan data
hanya dengan kuesioner sehingga data yang didapatkan kurang mendalam.

Kata kunci: kepuasan konsumen, loyalitas konsumen, Gladag Langen Bogan
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THE RELATIONSHIP BETWEEN CUSTOMER SATISFACTION AND
CUSTOMER LOYALTY IN GLADAG LANGEN BOGAN SURAKARTA

ABSTRACT

This study aims to determine the relationship between customer satisfaction and
customer loyalty in Langen Bogan Gladag Surakarta. The hypothesis proposed
that there is a positive relationship between customer satisfaction and customer
loyalty. The population in this study berjulah approximately 50,000 people. The
sampling technique used is accidental sampling and obtained the subject of as
many as 200 people. Methods of data collection using quantitative method
measuring devices scale customer loyalty and customer satisfaction scale. Data
analysis technique used is the product moment correlation using SPSS 23.0 for
Windows. Based on the results of the data analysis, the value of the correlation
coefficient (r xy) of 0.666 and (p) of 0.000 (p <0.01). It shows that there is a
significant positive relationship between customer satisfaction and customer
loyalty. Consumer satisfaction affects customer loyalty amounted to 44.35%,
while 55.65% influenced by other variables. The level of customer loyalty is very
high with the empirical mean (RE) of 32.4 and customer satisfaction levels
classified in the high category with a mean empirical (RE) 47.5. The limitation in
this study is the use of data collection method only with a questionnaire so that the
data obtained are less deep. 4 and the level of customer satisfaction classified in
the high category with a mean empirical (RE) 47.5. The limitation in this study is
the use of data collection method only with a questionnaire so that the data
obtained are less deep. 4 and the level of customer satisfaction classified in the
high category with a mean empirical (RE) 47.5. The limitation in this study is the
use of data collection method only with a questionnaire so that the data obtained
are less deep.

Keywords: customer satisfaction, customer loyalty, Gladag Langen Bogan
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