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ABSTRAK 
 

Penelitian ini bertujuan untuk menganalisis Pengaruh Kepuasan Pelanggan 
dan Kualitas Pelayanan Terhadap Loyalitas Pelanggan PT. Batamindo Executive 
Village. Penelitian ini menggunakan pendekatan kuantitatif. Populasi yang 
digunakan adalah seluruh Pelanggan PT. Batamindo Executive Village sebanyak 
2.715 orang dengan menggunakan metode teknik judgment sampling diperoleh 
sampel sebanyak 100 orang.  

Hasil penelitian ini menunjukkan bahwa secara parsial variabel independen 
yaitu  kepuasan pelanggan berpengaruh positif dan signifikan terhadap loyalitas 
pelanggan dengan hasil perhitungan diperoleh nilai thitung 0,7,779 > ttabel 1,98472 
pada taraf signifikansi 0,000 < α 0,05 dan variabel kualitas pelayanan berpengaruh 
positif dan signifikan terhadap loyalitas pelanggan dengan hasil perhitungan 
diperoleh nilai thitung 3,562 > ttabel 1,98472 pada taraf signifikansi 0,001 < α 0,05. 
Kepuasan pelanggan dan kualitas pelayanan secara simultan berpengaruh positif 
dan signifikan terhadap loyalitas pelanggan dengan hasil perhitungan Fhitung 
91,770 > Ftabel 3,03 dengan tingkat signifikansi 0,000 < α 0,05. Hasil penelitian ini 
menunjukkan bahwa kepuasan pelanggan dan kualitas pelayanan berpengaruh 
terhadap loyalitas pelanggan PT. Batamindo Executive Village. 
 

Kata Kunci: Kepuasan Pelanggan, Kualitas Pelayanan dan Loyalitas Pelanggan 
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ABSTRACT 

 

This study aims to analyze the Influence Customer Satisfaction and Service 
Quality to Customer Loyalty PT. Batamindo Executive Village. This study uses a 
quantitative approach. The population used is all customers of PT. Batamindo 
Executive Village as many as 2715 people by using judgment sampling technique 
samples obtained as many as 100 people. 

The results of this study indicate that partially independent variable that is 
customer satisfaction has a positive and significant impact on customer loyalty 
with the calculation results obtained tcount 0.7,779 > ttabel 1.98472 at the level of 
significance 0,000 < α 0.05 and service quality variables have a positive and 
significant on customer loyalty with the calculation results obtained tcount 3.562 > 
ttable 1.98472 at the level of significance 0.001 < α 0.05. Customer satisfaction and 
service quality simultaneously have a positive and significant effect on customer 
loyalty with the calculation result Fcount 91,770 > Ftable 3,03 with significance 
level 0,000 < α 0,05. The results of this study indicate that customer satisfaction 
and service quality influence on customer loyalty PT. Batamindo Executive 
Village. 
 
Keywords: Customer Satisfaction, Service Quality and Customer Loyalty 
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