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ABSTRAK

Determinan Customer Satisfaction Serta Implikasinya Terhadap Customer Loyalty
Pengguna Internet Seluler XIPada Mahasiswa Perguruan Tinggi Besar Di
Tangerang Selatan

Rosa Lesmana
073218043

Penelitian ini dilakukan atas fenomena rendahnya tingkat loyalitas konsumen pada
penyedia layanan internet seluler merek XL Axiata pada mahasiswa perguruan tinggi
besar di Tangerang Selatan. Tujuan penelitian ini adalah untuk menguji dan menjelaskan
pengaruh service quality, price dan promotion terhadap customer satisfaction dan
dampaknya pada customer loyalty pada internet seluler merek XL Axiata pada mahasiswa
beberpa perguruan tinggi di Tangerang Selatan. '

Jenis penelitian yang digunakan adalah deskriptif survei dan explanatory research yang
bersifat verifikatif. Populasi dalam studi ini yaitu mahasiswa dari tiga perguruan tinggi
dengan jumlah mahasiswa terbanyak di TangerangSelatan, sampel menggunakan metode
purposive sampling dengan penentuan ukuran sampel 220 responden. Pengumpulan data
menggunakan kuesioner. Data dianalisa dengan Sturctural Equation Modelling (SEM)
‘dan alat analisa data menggunakan Lisrel 8.70.

Studi ini menemukan bahwa service quality berpengaruh positif dan signifikan terhadap
customer satisfaction sebesar 21% , price berpengaruh positif dan signifikan terhadap
customer satisfaction sebesar 50%, dan promotion berpengaruh positif dan signifikan
terhadap customer satisfaction sebesar 31%, secara simultan service quality, price dan
promotion berpengaruh positif dansignifikan terhadap customer satisfaction sebesar 91%
service quality berpengaruh positif dan signifikan terhadap customer loyalty sebesar 29%,
price berpengaruh positif dan signifikan terhadap customer loyalty sebesar 20%,
promotion berpengaruh positif dan signifikan terhadap customer loyalty sebesar 16%.
Sedangkan customer satisfaction berpengaruh positif dan signifikanterhadap customer .
loyalty sebesar 35%. Secara simultan service quality, price, promotion dan customer
satisfaction berpengaruh positif dan signifikan terhadap customer loyalty sebesar 89%.

Kata kunci: Service Quality, Price, Promotion, Customer Satisfaction, Customer
Loyalty
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ABSTRACT

Determinants of Customer Satisfaction and its Implications for Customer Loy
of Xl Mobile Internet Users Among Students of Large Universities in
South Tangerang

This research was conducted on the phenomenon of low levels of consumer loyalty
Axiata mobile internet service providers among students of the largest university in§
Tangerang. The purpose of this study is to test and explain the effect of service qu
price and promotion on customer satisfaction and its impact on customer loyalty 0
Axiata mobile internet amongstudents of the largest university in South Tangerang.
The type of research used is descriptive survey and explanatory research with verifi
method. The population of the study was students from the three universities with a hig
number of student in South Tangerang, the sample used the purposive sampling me
and the sample size is 220 respondents. Data collection using questionnaires. The
were analyzed with Sturctural Equation Modelling (SEM) and data analysis tools
isrel 8.70.
This study found that service quality had a positive and significant effect on custo
satisfaction by 21%, price had a positive and significant effect on customer satisfac
by 50%, and promotion had a positive and significant effect on customer satisfaction
31%, simultaneously service quality, price and promotion have a positive and signifi
effect on customer satisfaction by 91% service quality has a positive and significant gl
on customer loyalty by 29%, price has a positive and significant effect on customer loy
by 20%, promotion has a positive and significant effect to customer lcyalty of It
Meanwhile, customer satisfaction has a positive and significant effect on customer loy
by 35%. Simultaneous service quality, price, promotion and customer satisfaction haj
positive and significant effect on customer loyalty by 89%.
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