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ABSTRAK
Oleh:

Ricky Hendarto Tjiptoprajitno
NIM : 16.D01.0038

Program Studi Manajemen

Pengaruh Kepuasan Konsumen Terhadap Loyalitas Jasa Transportasi
Merek Go-Car (Studi Kasus Pada Mahasiswa-Mahasiswi Fakultas Ekonomi Dan
Bisnis Unika Soegijapranata Semarang)

Penelitian inizbertujuan-untuk mengetahui-tingkat kepuasan konsumen Go-
Car, loyalitas merek Go-Car serta pengaruh kepuasanikonsumen secara simultan
dan parsial terhadap loyalitas merek Go-Car di Semarang. Indikator kepuasan
konsumen yang digunakan-dalam penelitian_ini® adalah " bauran pemasaran.
Penelitian ini’ menggunakan teknik penelitian metode kuantitatif dan metode
pengumpulan data adalah kuesioner. Sampel yang digunakan adalah 90 responden
dengan.menggunakan purposive sampling. Analisis data yang digunakan adalah
analisis deskriptif, uji regresi linear berganda, uji t, uji f dan koefisien determinasi.

Hasil-penelitian ini-menunjukan'bahwa dari analisis deskriptif, kepuasan
konsumen pada produk; harga, lokasi, promosi, orang, dan proses memiliki tingkat
kepuasan konsumen Go-Car yang.tinggi. Kepuasan konsumen pada bukti-bukti
fisik ‘'memiliki tingkat kepuasan - konsumen Go-Car yang sedang. Secara
menyeluruh, tingkat kepuasan konsumen Go-Car tinggi. Loyalitas merek Go-Car
berada dalam kategori tinggi. Kepuasan-konsumen pada produk, harga, lokasi,
promosi, @rang,  proses dan bukti-bukti fisik berpengaruh secara positif dan
signifikanisecara bersama-sama-terhadap-loyalitas merek Go-Car. Kepuasan
konsumen pada produk berpengaruh.positif-dan signifikan terhadap loyalitas merek
Go-Car. Sedangkan kepuasan konsumen pada harga, lokasi, promosi, orang, proses
dan bukti-bukti fisik tidak berpengaruh signifikan terhadap loyalitas merek Go-Car.

Kata kunci : kepuasan konsumen;.bauran pemasaran, loyalitas.
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ABSTRACT
By:

Ricky Hendarto Tjiptoprajitno
NIM : 16.D01.0038

Management Program

The Effect of Customer Satisfaction on Loyalty of Go-Car Brand
Transportation Services (Case Study. of Students the Faculty Economics and
Business Unika Soegijapranata Semarang)

This study targeted——t0 determine—the—level of Go-Car’s customer
satisfaction, Go-Car’s brand -loyalty and the effect, ofw.customer satisfaction
simultaneously and partially on Go-Car brand loyalty in Semarang. The consumer
satisfaction indicator used .in“this_study is marketing mix.: This research used
quantitative’ methods' research techniques-and the,data collection method is a
questionnaire. The sample used was 90 respondents using purposive sampling. The
data analysis used are descriptive analysis, multiple linear regression. test, t test, f
test and the coefficient of determination.

The results of this study indicate that from the descriptive analysis, customer
satisfaction on product; price, location, promation; peoples, and the process have a
high level of Go-Car customer.satisfaction. Consumer satisfaction on physical
evidence has a moderate level of Go-Car consumer satisfaction. Overall, Go-Car
customer satisfaction’s level is high. Go-Car brand loyalty is in the high category.
Consumer satisfaction on products, prices, locations, promotions, people, processes
and physical evidence*have a positive and significant effect together on Go-Car
brand loyalty. Consumer satisfaction-on-the-product has-a positive and significant
effect on Go=Car. brand loyalty:~And.the-ether things , consumer satisfaction on
price, location, promotion, people, process and physical evidence didn’t have a
significant effect aniGo-Car brand loyalty.

Keywords: customer satisfaction;-marketing mix, loyalty:
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