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ABSTRAK

Penelitian ini mempunyai tujuan untuk menganalisis tentang pengaruh kualitas
pelayanan terhadap kepuasan pelanggan, promosi terhadap kepuasan pelanggan,
kualitas pelayanan terhadap loyalitas pelanggan, promosi terhadap loyalitas,
kepuasan pelanggan terhadap loyalitas, kualitas pelayanan dan promosi terhadap
kepuasan pelanggan, serta kualitas pelayanan dan promosi terhadap loyalitas.
Populasi yang digunakan pada penelitian ini yaitu pelanggan yang pernah
melakukan transaksi di laundry sepatu Youth Clean. Sampel yang digunakan pada
penelitian ini yaitu 150 pelanggan Youth Clean. Pemilihan sampel menggunakan
non probabilitas yaitu convenience sampling. Sumber data dalam penelitian ini
merupakan sumber data primer. Pengolahan data dikerjakan menggunakan bantuan
Smart PLS dengan metode outer model dan inner model. Hasil penelitian yang
didapat yaitu (1) Kualitas pelayanan berpengaruh positif signifikan terhadap
kepuasan pelanggan pada Youth Clean. (2) Promosi berpengaruh positif signifikan
terhadap kepuasan pelanggan pada Youth Clean. (3) Kepuasan berpengaruh positif
signifikan terhadap loyalitas pelanggan pada Youth Clean. (4) Kualitas Pelayanan
tidak berpengaruh signifikan terhadap loyalitas pelanggan pada Youth Clean. (5)
Promosi tidak berpengaruh signifikan terhadap loyalitas pelanggan pada Youth
Clean. (6) Kepuasan pelanggan berperan dalam memediasi antara kualitas
pelayanan dengan loyalitas pelangggan pada Youth Clean. (7) Kepuasan pelanggan
berperan dalam memediasi antara promosi dengan loyalitas pelanggan pada Youth
Clean.

Kata kunci: kualitas pelayanan, promosi, loyalitas pelanggan, kepuasan pelanggan
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ABSTRACT

This study aims to analyze the effect of service quality on customer satisfaction,
promotion on customer satisfaction, service quality on customer loyalty, promotion
on loyalty, customer satisfaction on loyalty, service quality and promotion on
customer satisfaction, and service quality and promotion on loyalty. The population
used in this study are consumers who have made transactions at the Youth Clean
shoe laundry. The sample used in this study were 150 Youth Clean consumers.
Sample selection using non-probability, namely convenience sampling. The data
source in this study is a primary data source. Data processing is done using the
help of Smart PLS with the outer model and inner model methods. The research
results obtained are (1) Service quality has a significant positive effect on customer
satisfaction at Youth Clean. (2) Promotion has a significant positive effect on
customer satisfaction at Youth Clean. (3) Satisfaction has a significant positive
effect on customer loyalty at Youth Clean. (4) Service quality has no significant
effect on customer loyalty at Youth Clean. (5) Promotion has no significant effect
on customer loyalty at Youth Clean. (6) Customer satisfaction plays a role in
mediating between service quality and customer loyalty at Youth Clean. (7)
Customer satisfaction plays a role in mediating between promotion and customer
loyalty at Youth Clean.

Keywords: service quality, promotion, customer loyalty, customer satisfaction
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