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Abstrak

Penelitian ini bertujuan untuk mengetahui
pertama, apakah variabel kualitas pelayanan
berpengaruh secara parsial terhadap loyalitas
pelanggan. Kedua, apakah variabel kualitas
pelayanan  berpengaruh  secara  parsial
terhadap  loyalitas  pelanggan. Ketiga,
manakah variabel kualitas pelayanan yang
paling  berpengaruh terhadap loyalitas
pelanggan. Penelitian ini menggunakan jenis
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Assurannce, Tangible, penelitian deskrlpt}f .dan kausaI. dengan
Empathy, pendgkatan . kuantltatlf. Populasi dalam
Responsiveness, penelitian ni adalah ' .pelanggan yang
Loyalitas Pelanggan. menggunakan jasa pengiriman barang PT.
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Indah Logistic dan Cargo Cabang Dukun
Gresik yang masih aktif dalam periode
Agustus 2020 sampai Oktober 2020 dan lebih
dari 2 kali menggunakan jasa Indah Logistic
dan Cargo yaitu berjumlah 307 pelanggan,
sedangkan  sampel, penentuan sampel
menggunakan rumus solvin yaitu berjumlah
75 responden. Penelitian ini menggunakan
hipotesis dengan metode analisa data uji
validitas, uji reliabilitas, uji asumsi Kklasik,
regresi linier berganda, koefisien korelasi
berganda, koefisien determinasi, uji-t, uji-F.
Hasil dari uji t penelitian ini menunjukkan
bahwa terdapat pengaruh secara parsial dan
signifikan antara Variabel kualitas pelayanan
terhadap loyalitas pelanggan. Hasil uji F
Variabel kualitas pelayanan secara simultan
berpengaruh positif dan signifikan terhadap
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loyalitas pelanggan. Dan dari persamaan
regresi linear berganda variabel Assurance
(X2) berpengaruh paling dominan terhadap
loyalitas pelanggan di PT. Indah Logistic dan
Cargo Cabang Dukun Gresik.
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This study aims to determine first, whether
the service quality variable has a partial eftect
on customer loyalty. Second, whether the
service quality variable has a partial effect on
customer loyalty. Third, which variable of
service quality has the most influence on
customer loyalty. This research  uses
descriptive and causal research with a
quantitative approach. The population in this
study are customers who use the delivery
service of PT. Indah Logistics and Cargo
Dukun Gresik Branch who are still active in
the period August 2020 to October 2020 and
more than 2 times have used Indah Logistics
and Cargo services, totaling 307 customers,
while for the sample, the determination of the
sample uses the solvin formula, which is 75
respondents. This study uses a hypothesis with
data analysis methods validity test, reliability
test, classical assumption test, multiple linear
regression, multiple correlation coefficient,
coefficient of determination, t-test, F-test. The
results of the t-test of this study indicate that
there is a partial and significant effect between
service quality variables on customer loyalty. F
test results The service quality variable
simultaneously has a positive and significant
effect on customer loyalty. And from the
multiple linear regression equation Assurance
variable (X2) has the most dominant effect on
customer loyalty at PT. Indah Logistics and
Cargo Dukun Gresik Branch.
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