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ABSTRAK
Nama : Rifki Ramadan
NIM  : 2016410039
Judul : Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan Dan
Dampaknya Pada Loyalitas Pelanggan Pengguna Jasa Kiriman Pos Kantor
Pos Cabang Bekasi Barat (Studi Kasus Pada Pelanggan Pengguna Jasa

Kiriman Pos Kantor Pos Cabang Bekasi Barat).

positif dan signifikan terhadap Loyalitas Pelanggan, (3) Kepuasan Pelanggan

berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan, (4) Kualitas Layanan
berpengaruh terhadap Loyalitas Pelanggan melalui Kepuasan Pelanggan secara tidak

langsung.

Kata Kunci :Kualitas Layanan, Kepuasan Pelanggan dan Loyalitas Pelanggan.
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ABSTRACT

Name : Rifki Ramadan

Nim :2016410039

Title : THE EFFECT OF SERVICE QUALITY ON CUSTOMER
SATISFACTION AND IMPACT ON CUSTOMER LOYALTY ON
USER SHIPPING SERVICES OF THE BRANCH POST OFFICE

WEST BEKASI

¢t offic€ west bekasi. Sampling is dong/u8 posive sampling. The
analytical toohused is '. *A i Fte o' Coe nt analysis test (R?)

positive and significant effect on Customer Satisfaction, (2) Service Quality have a
positive and significant effect on Customer Loyalty, (3)Customer Satisfaction has a
positive and significant effect on Customer Loyalty, (4) Service Quality affect

indirectly through Customer Loyalty through Customer Satisfaction.

Keywords: Service Quality, Customer Satisfaction, Customer Loyalty
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