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ABSTRAK 

 

 Penelitian ini bertujuan untuk menganalisis pengaruh service quality dan 

service convenience terhadap customer loyalty melalui customer satisfaction di 

Indomaret Surabaya.    

 Teknik pengambilan sampel yang digunakan ialah non probability 

sampling dengan cara purposive sampling. Data dikumpulkan melalui penyebaran 

kuisioner. Sampel yang digunakan sebanyak 140 responden yaitu pengunjung 

Indomaret Surabaya. Teknik analisis data yang digunakan adalah Partial Least 

Square dengan menggunakan program Smart PLS 3.0. 

 Hasil penelitian ini menunjukan bahwa service quality dan service 

convenience berpengaruh positif dan signifikan terhadap customer loyalty, service 

quality dan service convenience berpengaruh positif dan signifikan terhadap 

customer loyalty melalui customer satisfaction, dan customer satisfaction 

berpengaruh positif dan signifikan terhadap customer loyalty. 

  

Kata Kunci: Service Quality, Service Convenience, Customer Satisfaction,   

Customer Loyalty 
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ABSTRAK 

 

 This study aims to examine analysis effect of service quality and service 

convenience on customer loyalty through customer satisfaction on visitors to 

Indomaret Surabaya. 

 The sampling technique used is non probability sampling by purposive 

sampling. The sample used is 140 respondents, namely visitors who buy groceries 

at retail named Indomaret in Surabaya. The data collection tool used is a 

questionnaire. The data analysis technique used is Partial Least Square using the 

SMARTPLS 3.0 program. 

 The results of this study prove that both service quality and service 

convenience has a positive and significant effect on customer loyalty, service 

quality and service convenience has a positive and significant effect on customer 

loyalty  through customer satisfaction.  And customer satisfaction has a positive 

and significant effect on customer loyalty. 

 

Keywords: Service Quality, Service Convenience, Customer Satisfaction,   

Customer Loyalty 

 

 


