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ABSTRAK 

Penelitian ini menganalisis dan menguji ulang pengaruh kualitas produk 
sebagai upaya meningkatkan kesetian pelanggan dari produk skincare the 
originate dengan menetapkan variabel kepuasan pelanggan sebagai variabel 
mediasi. Penelitian ini merupakan penelitian kuantitatif, dimana data yang dapat 
dihitung atau diukur secara langsung berupa angka-angka, nilai-nilai dimensi 
dengan sumber data dari kuisioner yang diisi oleh responden berdasarkan sampel 
yang telah ditetapkan sebanyak 96 responden, yakni Mahasiswa Fakultas 
Ekonomi dan Bisnis Universitas Wijaya Kusuma Surabaya. Teknik analisis data 
yang digunakan berupa uji instrumen dengan uji validitas, uji reliabilitas, uji 
asumsi klasik, Uji Normalitas, Uji Multikolinearitas, Uji Heteroskedastistas serta 
Analisis Regresi Linier Berganda serta melakukan pengujian hipotesis. Adapun 
hasil penelitian ini bahwa kualitas produk berpengaruh terhadap loyalitas 
pelanggan produk skincare The Originote, dibuktikan dari perolehan hasil thitung 
kualitas produk (X) sebesar 4.429 sedangkan ttabel = 1.66123, maka nilai thitung  > 
ttabel. Kepuasan pelanggan berpengaruh terhadap loyalitas pelanggan produk 
skincare The Originote dibuktikan dari perolehan hasil thitung kepuasan pelanggan 
(Z) sebesar 3.439 sedangkan ttabel = 1.66123, maka nilai thitung > ttabel. Kualitas
produk berpengaruh terhadap kepuasan pelanggan produk skincare The Originote
dibuktikan dari perolehan hasil thitung kualitas produk (X) sebesar 3.630 sedangkan
ttabel = 1.66123, maka nilai thitung  > ttabel. Kepuasan Pelanggan dapat memediasi
Pengaruh Kualitas Produk Terhadap Loyalitas Pelanggan Produk Skincare The
Originote dibuktikan dari perolehan nilai thitung = 3.270418 lebih besar dari ttabel

dengan tingkat signifikansi 0,05 yaitu sebesar 1.66123, maka dapat disimpulkan
bahwa adanya pengaruh mediasi. Jadi, kepuasan pelanggan dapat menjadi variabel
mediasi antara kualitas produk terhadap loyalitas pelanggan.

Kata kunci: kualitas produk, loyalitas pelanggan kepuasan pelanggan  
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ABSTRACT 

This study analyzes and retests the influence of product quality as an effort 
to increase customer loyalty from the originate skincare product by setting the 
customer satisfaction variable as a mediating variable. This research is a 
quantitative research, where data that can be calculated or measured directly in 
the form of numbers, dimensional values with data sources from questionnaires 
filled out by respondents based on a predetermined sample of 96 respondents, 
namely students of the Faculty of Economics and Business, Wijaya Kusuma 
University Surabaya. The data analysis techniques used were in the form of 
instrument tests with validity tests, reliability tests, classical assumption tests, 
normality tests, multicollinearity tests, heteroskedestistas tests and multiple linear 
regression analysis as well as hypothesis testing. The results of this study that 
product quality affects customer loyalty of The Originote skincare products, as 
evidenced by the results of the product quality calculation (X) of 4,429 while 
ttable = 1.66123, then the ttable > ttable calculation value. Customer satisfaction 
affects customer loyalty of The Originote skincare product as evidenced by the 
result of customer satisfaction calculation (Z) of 3,439 while ttable = 1.66123, 
then the ttable > ttable calculation value. 

Product quality affects customer satisfaction of The Originote skincare 
product as evidenced by the results of product quality calculation (X) of 3,630 
while ttable = 1.66123, then the calculation value > table. Customer Satisfaction 
can mediate the Influence of Product Quality on Customer Loyalty The Originote 
Skincare Product is evidenced by the acquisition of a tcal value = 3.270418 
greater than the ttable with a significance level of 0.05 which is 1.66123, so it can 
be concluded that there is an influence of mediation. So, customer satisfaction can 
be a mediating variable between product quality and customer loyalty.    

Keywords: product quality, customer loyalty, customer satisfaction 






















