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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan, 

kepercayaan, dan komitmen terhadap loyalitas pelanggan. Penelitian ini dilakukan 

pada PT Sahabat Tours and Travel yang berlokasi di Ruko Botania Garden Blok 

B2 No. 7, Batam Centre, Batam. Sampel dalam penelitian ini berjumlah 357 orang 

yang diambil menggunakan teknik non probability sampling dengan metode 

purposive sampling. Pengumpulan data dilakukan dengan penyebaran kuesioner 

dengan menggunakan skala likert 5 poin untuk mengukur 36 indikator. Penelitian 

ini menggunakan metode statistik Structural Equation Modeling (SEM) berbasis 

Partial Least Square (PLS) dan perangkat lunak SMARTPLS Versi 2.0 untuk 

membuktikan hubungan antar variabel penelitian. Hasil penelitian menunjukkan 

bahwa kualitas layanan berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan, kepercayaan berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan, komitmen berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan, kualitas layanan berpengaruh positif dan signifikan terhadap 

kepercayaan, kualitas layanan berpengaruh positif dan signifikan terhadap 

komitmen, kepercayaan berpengaruh positif dan signifikan terhadap komitmen. 

 

 

Kata kunci: Kualitas Layanan, Kepercayaan, Komitmen, dan Loyalitas 

Pelanggan 
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ABSTRACT 

 

The purpose of this research is to know the effect of service quality, trust and 

commitment toward customer loyalty. This research was held on PT. Sahabat 

Tours and Travel which is located at Ruko Botania Garden Block B2 No. 7, 

Batam Centre, Batam. The sample in this research about 357 people it was taken 

by using non probability sampling technique with purposive sampling method. 

The data collecting was carried on by distributing questionnaire with scale likert 

5 points to measure 36 indicators, this research also used Structural Equation 

Modeling (SEM) statistic method based on Partial Least Square (PLS) and 

SMARTPLS version 2.0 software for proving the connection among the variable. 

The result of this research showed that service quality has positive and significant 

effect on customer loyalty, trust has positive and significant effect on customer 

loyalty, commitment has positive and significant effect on customer loyalty, 

service quality has positive and significant effect on trust, service quality has 

positive and significant effect on commitment, trust has positive and significant 

effect on commitment. 
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