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ABSTRAKSI

Peneliti melakukan penelitian dengan judul :“Pengaruh Kualitas Layanan
Terhadap Loyalitas Pelanggan Pada Bengkel Mobil Honda Royal Kenjeran
Surabaya”.Tujuan penelitian ini adalah mengetahui kualitas layanan yang terdiri
dari reliabilitas (reliability), daya tanggap (responsiveness), jaminan (assurance),
empati (empathy), dan bukti fisik (tangible) terhadap loyalitas pelanggan pada
bengkel mobil Honda Royal Kenjeran Surabaya. Dalam penelitian ini, penentuan
sampel dilakukan dengan metode non probability sampling dengan prosedur
purposive sampling. Sampel yang digunakan sebanyak 71 orang. Hasil uji
reliabilitas dan validitas menunjukan bahwa indikator kualitas layanan reliable
dan validitas. hasil uji F dan uji t menunjukan “kualitas layanan yang terdiri dari
reliabilitas (reliability), daya tanggap (responsiveness), jaminan (assurance),
empati (empathy), dan bukti fisik (tangible) secara simultan dan parsial signifikan
terhadap loyalitas pelanggan pada bengkel mobil Honda Royal Kenjeran
Surabaya”.

Kata Kunci : kualitas layanan yang terdiri dari reliabilitas (reliability), daya
tanggap (responsiveness), jaminan (assurance), empati (empathy),
bukti fisik (tangible) dan loyalitas pelanggan



ABSTRACTION

The purpose of this research is to know the quality of service consisting of
reliability, responsiveness, assurance, empathy (quality of service) empathy), and
physical evidence (tangible) to customer loyalty at Honda Royal Kenjeran
Surabaya car repair shop. In this research, the determination of the sample is
done by non probability sampling method with purposive sampling procedure.
The sample used is 71 people. Reliability test results and validity indicate that the
indicator of reliable service quality and validity. F test results and t test show
"quality of service consisting of reliability (reliability), responsiveness, assurance
(assurance), empathy (empathy), and tangible evidence simultaneously and
partially significant to customer loyalty in the workshop Honda Royal Kenjeran
Surabaya "

Keywords: service quality consisting of reliability, responsiveness, assurance,
empathy, tangible and customer loyalty



