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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui hubungan antara kualitas pelayanan 

dengan loyalitas pelanggan di Akasa Space. Hipotesis yang diajukan adalah “Ada 

hubungan positif antara kualitas pelayanan dan loyalitas pelanggan Akasa Space”. 

Subjek penelitian adalah pelanggan Akasa Space Semarang dengan kriteria 

minimal kunjungan satu kali dan berjumlah 100 subjek. Metode pengambilan 

subjek penelitian menggunakan metode accidental sampling. Penelitian ini 

menggunakan metode kuantitatif dengan alat ukur skala yaitu Skala Kualitas 

Pelayanan dan Skala Loyalitas Pelanggan. analisis data dalam penelitian ini 

menggunakan teknik korelasi product moment. Hasil analisis data menunjukan 

korelasi signifikansi sebesar 0,310 dengan nilai p sebesar 0,0001 (p<0,01) yang 

berarti ada korelasi positif yang signifikan antara kualitas pelayanan dengan 

loyalitas pelanggan. Maka dapat dinyatakan hipotesis yang diajukan dalam 

penelitian ini diterima dan dapat disimpulkan ada hubungan positif antara kualitas 

pelayanan dan loyalitas pelanggan di Akasa Space.  

Kata Kunci: kualitas pelayanan, loyalitas pelanggan, perilaku konsumen 
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ABSTRACT 

 

This study aims to test the relationship between service quality and customer 

loyalty in Akasa Space. The hypothesis proposed is there is positive relationship 

between service quality and customer loyalty in Akasa Space. The subject in this 

study were customer of Akasa Space who has minimum visited at least once and 

numbered 100 students. The method of taking subjects in this study used 

accidental sampling. This research uses quantitative methods with measuring tools 

is Service Quality Scale and Customer Loyalty Scale. The data analysis used 

product moment correlation technique. The data analysis shows a significant 

correlation of 0,310 with p of 0,001 (p<0,01) which means there is a significant 

positive correlation between service quality and customer loyalty. Thus the 

hypothesis proposed in this study was accepted that there is a relationship 

between service quality and customer loyalty in Akasa Space.  

Keywords : service quality, customer loyalty, customer behavior 


