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ABSTRAK

ROMAULINDA SIHOMBING, 210110074, 2025, PENGARUH KUALITAS
PELAYANAN TERHADAP LOYALITAS DENGAN KEPUASAN
MAHASISWI SEBAGAI VARIABEL MEDIASI (STUDI KASUS PENGGUNA
MAHASISWI ASRAMA PUTRI SANTA THERESIA)

Pembimbing: P. Simanihuruk, SE., M. Si

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan
terhadap loyalitas pelanggan, dengan kepuasan pelanggan sebagai variabel
mediasi, pada Asrama Putri Santa Theresia. Pengumpulan data digunakan dengan
jumlah sampel 60 responden. Data yang terkumpul bersifat kuantitatif dan akan
dianalisis menggunakan rumus-rumus Yyang ada dibantu dengan software
smartpls4. Hasil analisis menunjukkan bahwa kualitas pelayanan berpengaruh
positif dan signifikan terhadap loyalitas pelanggan (T = 2,362; P = 0,018), serta
terhadap kepuasan pelanggan (T = 29,210; P = 0,000). Selain itu, kepuasan
pelanggan juga terbukti berpengaruh positif dan signifikan terhadap loyalitas
pelanggan (T = 3,395; P = 0,001). Lebih lanjut, ditemukan bahwa kepuasan
pelanggan memediasi secara signifikan hubungan antara kualitas pelayanan dan
loyalitas pelanggan (T = 3,273; P = 0,001). Temuan ini menegaskan bahwa
peningkatan kualitas pelayanan tidak hanya meningkatkan kepuasan, tetapi juga
memperkuat loyalitas pelanggan. Dengan demikian, kualitas pelayanan
merupakan faktor kunci dalam membangun kepuasan dan loyalitas pelanggan di
lingkungan asrama.

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Loyalitas Pelanggan.



ABSTRACT

ROMAULINDA SIHOMBING, 210110074, 2025, THE INFLUENCE OF
SERVICE QUALITY ON LOYALTY WITH STUDENT SATISFACTION AS A
MEDIATING VARIABLE (CASE STUDY OF FEMALE STUDENT USERS
AT SANTA THERESIA GIRLS' DORMITORY)

Supervisor: P. Simanihuruk, SE., M.Si

This study aims to analyze the influence of service quality on customer loyalty,
with customer satisfaction as a mediating variable, at the Santa Theresia Girls'
Dormitory. Data were collected from a sample of 60 respondents. The collected
data are quantitative in nature and were analyzed using statistical formulas with
the assistance of SmartPLS4 software. The results show that service quality has a
positive and significant effect on customer loyalty (T = 2.362; P = 0.018), as well
as on customer satisfaction (T = 29.210; P = 0.000). Furthermore, customer
satisfaction was also found to have a positive and significant effect on customer
loyalty (T = 3.395; P = 0.001). Additionally, customer satisfaction significantly
mediates the relationship between service quality and customer loyalty (T =
3.273; P = 0.001). These findings confirm that improving service quality not only
enhances satisfaction but also strengthens customer loyalty. Thus, service quality
is a key factor in building customer satisfaction and loyalty in a dormitory setting.

Keywords: Service Quality, Customer Satisfaction, Customer Loyalty.
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