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ABSTRAK 

 

Adanya penelitian ini dikarenakan adanya masalah yang timbul di Toko 

Noyorono yang berlokasi di Desa Kayen, Kabupaten Pati, Jawa Tengah dimana terjadi 

penurunan penjualan sepeda di bagian sparepart dan sepeda ketika trend sepeda 

sedang meningkat. Dikarenakan sparepart yang memberikan margin laba lebih tinggi 

maka sparepart diteliti. Sebelum melakukan penelitian, peneliti telah melakukan pra 

survey untuk mengetahui hal apa yang diduga menjadi pengaruh loyalitas konsumen 

di Toko Noyorono. Didapatkan hasil bahwa diduga yang menjadi pengaruh konsumen 

loyal adalah kualitas layanan. Penelitian ini bertujuan untuk mengetahui hubungan 

antara kualitas layanan (dalam dimensi variabel tangible (X1), reliability (X2), 

responsiveness (X3), assurance (X4), dan empathy (X5) baik secara parsial maupun 

simultan terhadap loyalitas konsumen (Y). Sampel yang digunakan dalam penelitian 

ini sebanyak 30 responden dengan menggunakan teknik sampling purposive sampling 

dengan konsumen kriteria khusus yaitu responden yang telah melakukan pembelian 

minimal 2x dan melakukan pembelian sparepart sepeda. Hasil yang didapat adalah 

variabel responsiveness dan assurance berpengaruh secara positif dan signifikan 

terhadap loyalitas konsumen Toko Noyorono sedangkan variabel tangible, reliability, 

dan empathy berpengaruh secara positif tetapi tidak signifikan terhadap loyalitas 

konsumen.  

 

 

Kata Kunci: Loyalitas Konsumen, Kualitas Layanan, Tingible, Reliability, 

Responsiveness, Assurance, Empathy 
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ABSTRACT 

 

The existence of this research is due to problems that arise in the Noyorono Shop located in 

Kayen Village, Pati Regency, Central Java where there is a decline in sales in the spare parts 

and bicycle parts when the bicycle trend is increasing. Due to spare parts that provide higher 

profit margins, spare parts are investigated. Before conducting the research, the researcher had 

conducted a pre-survey to find out what was thought to be the influence of consumer loyalty 

at the Noyorono Store. The result is that it is suspected that the influence of loyal consumers is 

the quality of service. This study aims to determine the relationship between service quality (in 

the dimensions of tangible variables (X1), reliability (X2), responsiveness (X3), assurance 

(X4), and empathy (X5)) both partially and simultaneously on consumer loyalty (Y). . The 

sample used in this study were 30 respondents using purposive sampling technique with special 

criteria consumers, namely respondents who had made a minimum purchase of 2x and 

purchased bicycle spare parts. The results obtained are the responsiveness and assurance 

variables have a positive and significant effect on consumer loyalty at Toko Noyorono while 

the tangible, reliability, and empathy variables have a positive but not significant effect on 

consumer loyalty. 

 

Keywords: Consumer Loyalty, Service Quality, Tingible, Reliability, 

Responsiveness, Assurance, Empathy 
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