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ABSTRAK
Nama			: Syifa Purnama Dewi
NIM			: 61101023100190
Judul Tesis		: Peran kepuasan dalam memediasi kualitas pelayanan dan 
  kepercayaan terhadap loyalitas pelanggan di Zaizhar Tour 
  Bandung 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan dan kepercayaan terhadap loyalitas pelanggan dengan kepuasan sebagai variabel mediasi pada Zaizhar Tour Bandung. Persaingan yang semakin ketat dalam industri jasa perjalanan umroh menuntut perusahaan untuk meningkatkan kualitas pelayanan, membangun kepercayaan, serta menciptakan kepuasan pelanggan guna mempertahankan loyalitas pelanggan. Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei. Populasi penelitian adalah seluruh pelanggan Zaizhar Tour Bandung, sedangkan sampel penelitian berjumlah 176 responden yang dipilih menggunakan teknik purposive sampling. Pengumpulan data dilakukan melalui penyebaran kuesioner menggunakan skala Likert lima poin. Analisis data menggunakan metode Structural Equation Modeling-Partial Least Squares (SEM-PLS) dengan bantuan aplikasi SmartPLS 4.0. Hasil penelitian menunjukkan bahwa kualitas pelayanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan (β = 0,450; t = 7,190; p < 0,001) dan kepuasan pelanggan (β = 0,373; t = 5,426; p < 0,001). Kepercayaan juga berpengaruh positif dan signifikan terhadap loyalitas pelanggan (β = 0,494; t = 8,216; p < 0,001) serta kepuasan pelanggan (β = 0,557; t = 8,455; p < 0,001). Selanjutnya, kepuasan pelanggan terbukti berpengaruh positif dan signifikan terhadap loyalitas pelanggan (β = 0,607; t = 11,156; p < 0,001). Hasil pengujian efek mediasi menunjukkan bahwa kepuasan mampu memediasi secara signifikan pengaruh kualitas pelayanan terhadap loyalitas pelanggan (β = 0,226; t = 5,021; p < 0,001) serta pengaruh kepercayaan terhadap loyalitas pelanggan (β = 0,338; t = 6,415; p < 0,001). Temuan ini menunjukkan bahwa peningkatan kualitas pelayanan dan kepercayaan akan meningkatkan kepuasan pelanggan, yang pada akhirnya memperkuat loyalitas pelanggan. Oleh karena itu, Zaizhar Tour Bandung perlu terus meningkatkan kualitas pelayanan, menjaga kepercayaan pelanggan, dan mengoptimalkan kepuasan pelanggan sebagai strategi untuk membangun loyalitas pelanggan secara berkelanjutan.

Kata kunci: Kualitas Pelayanan, Kepercayaan, Kepuasan Pelanggan, Loyalitas 
         Pelanggan










ABSTRACT

Name		: Syifa Purnama Dewi 
NIM		: 61101023100190 
Thesis Title	: The role of satisfaction in mediating the quality of service and trust in 
   customer loyalty at Zaizhar Tour Bandung 

This study aims to analyze the influence of service quality and trust on customer loyalty with satisfaction as a mediating variable in Zaizhar Tour Bandung. The increasingly fierce competition in the Umrah travel service industry requires companies to improve service quality, build trust, and create customer satisfaction to maintain customer loyalty. This study uses a quantitative approach with a survey method. The research population was all customers of Zaizhar Tour Bandung, while the research sample amounted to 176 respondents who were selected using purposive sampling techniques. Data collection was carried out through the distribution of questionnaires using a five-point Likert scale. Data analysis using the Structural Equation Modeling-Partial Least Squares (SEM-PLS) method with the help of the SmartPLS 4.0 application. The results showed that service quality had a positive and significant effect on customer loyalty (β = 0.450; t = 7.190; p < 0.001) and customer satisfaction (β = 0.373; t = 5.426; p < 0.001). Trust also had a positive and significant effect on customer loyalty (β = 0.494; t = 8.216; p < 0.001) and customer satisfaction (β = 0.557; t = 8.455; p < 0.001). Furthermore, customer satisfaction was shown to have a positive and significant effect on customer loyalty (β = 0.607; t = 11.156; p < 0.001). The results of the mediation effect test showed that satisfaction was able to significantly mediate the effect of service quality on customer loyalty (β = 0.226; t = 5.021; p < 0.001) as well as the effect of trust on customer loyalty (β = 0.338; t = 6.415; p < 0.001). These findings show that improving service quality and trust will increase customer satisfaction, which ultimately strengthens customer loyalty. Therefore, Zaizhar Tour Bandung needs to continue to improve service quality, maintain customer trust, and optimize customer satisfaction as a strategy to build customer loyalty in a sustainable manner. 

Keywords: Service Quality, Trust, Customer Satisfaction, Loyalty Customers
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