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ABSTRAK 

 

KUALITAS PELAYANAN TERHADAP LOYALITAS 

PELANGGAN DI KOTA SEMARANG 
 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan 

IndiHome terhadap loyalitas pelanggan IndiHome Semarang. Teori yang 

digunakan untuk variabel kualitas pelayanan adalah kenyataan fisik, kehandalan, 

daya tanggap, jaminan, dan empati. Variabel loyalitas pelanggan menggunakan 

indikator yaitu pembelian ulang, kekebalan, dan merekomendasikan kepada orang 

lain. Populasi dalam penelitian ini adalah pengguna IndiHome di Kota Semarang 

dan teknik pengambilan sampel yang digunakan adalah Purposive Sampling.  

 

Setelah dilakukan penelitian, data yang diperoleh dianalisis secara statistik 

dengan menggunakan rumus Product Moment Pearson Correlation pada program 

SPSS. Hasilnya adalah kualitas layanan berhubungan positif. Setelah dilakukan 

penelitian, data yang diperoleh dianalisis secara statistik dengan menggunakan 

rumus Korelasi Product Moment Pearson Correlation dalam program SPSS 

Statistic 23. Ditemukan bahwa kualitas pelayanan berhubungan positif (0,29) dan 

signifikan (0,000) terhadap loyalitas pelanggan, dan nilai korelasi r = 0,638. 

Korelasi ini termasuk dalam kategori cukup kuat, karena interval koefisiennya 

adalah 0,60-0,79.  

 

Berdasarkan penelitian dapat disimpulkan bahwa kualitas layanan yang 

diberikan oleh IndiHome berpengaruh positif terhadap loyalitas pelanggan. Adapun 

saran dalam penelitian ini, IndiHome dapat meningkatkan kualitas pelayanan yang 

telah dilakukan selama ini, agar tetap dapat bersaing dengan penyedia layanan 

internet lainnya. Dari segi indikator kehandalan, dibutuhkan peningkatan 

kehandalan pegawai IndiHome terutama dari segi respon dan penyelesaian masalah 

yang dihadapi pelanggan agar pelanggan puas. 

 

Kata Kunci : Kualitas Pelayanan, Loyalitas Pelanggan, IndiHome 
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ABSTRACT 

 

QUALITY OF SERVICE TO CUSTOMER LOYALTY IN 

SEMARANG CITY 
 

This study aims to determine the effect of IndiHome service quality on 

customer loyalty IndiHome Semarang. The theory used for service quality variables 

is physical reality, reliability, responsiveness, assurance, and empathy. The 

customer loyalty variable uses indicators, namely repeat purchases, immunity, and 

recommending to others. The population in this study were IndiHome users in 

Semarang City and the sampling technique used was Purposive Sampling. 

 

After doing the research, the data obtained were analyzed statistically using 

the Pearson Product Moment Correlation formula in the SPSS program. The result 

is that service quality is positively related. After doing the research, the data 

obtained were analyzed statistically using the Pearson Product Moment 

Correlation formula in the SPSS Statistic 23 program. It was found that service 

quality was positively related (0.29) and significant (0.000) to customer loyalty, 

and the correlation value r = 0.638 . This correlation is included in the fairly strong 

category, because the coefficient interval is 0.60-0.79. 

 

Based on the research, it can be concluded that the quality of service 

provided by IndiHome has a positive effect on customer loyalty. As for the 

suggestions in this study, IndiHome can improve the quality of services that have 

been carried out so far, so that they can still compete with other internet service 

providers. In terms of reliability indicators, it is necessary to increase the reliability 

of IndiHome employees, especially in terms of response and resolution of problems 

faced by customers so that customers are satisfied. 

 

Keywords : Service Quality, Customer Loyalty, IndiHome 
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