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ABSTRAK

Adanya kecenderungan pelanggan lebih memilih gula impor saat ini
adalah kaitannya dengan loyalitas dan kepuasan pelanggan. Penelitian ini
bertujuan untuk menguji dan menganalisis pengaruh: (1) variabel Service Quality
terhadap Customer Satisfaction; (2) variabel Service Quality terhadap Trust; (3)
variabel Service Quality terhadap Customer Loyalty; (4) variabel Organizational
Citizenship Behavior terhadap Trust; (5) variabel Organizational Citizenship
Behavior terhadap Customer Loyalty; (6) variabel Customer Satisfaction terhadap
Customer Loyalty; (7) variabel Trust terhadap Customer Loyalty pada pelanggan
di PT. Perkebunan Nusantara X (Persero).

Jenis penelitian dalam penelitian ini adalah eksplanatori dengan
pendekatan kuantitatif. Populasi dalam penelitian ini adalah pelanggan pembeli
gula dan tetes PT. Perkebunan Nusantara X (Persero) yang memenuhi kriteria
pernah melakukan pembelian gula/tetes di PT. Perkebunan Nusantara X (Persero)
lebih dari 1 (satu) kali selama 1 (satu) tahun terakhir di Surabaya sebanyak 145
orang. Sampel diambil dengan menggunakan teknik Judgemental Sampling.
Teknik analisis data yang digunakan adalah SEM (Structural Equation Modelling)
dengan menggunakan program AMOS (4nalysis of Moment Structures).

Hasil penelitian yang diperoleh dalam penelitian ini adalah : Variabel
service quality memiliki pengaruh yang signifikan terhadap customer satisfaction,
service quality memiliki pengaruh yang signifikan terhadap trust, service quality
memiliki pengaruh terhadap customer loyalty namun tidak cukup signifikan,
organziational citizenship behavior memiliki pengaruh yang signifikan terhadap
trust, organziational citizenship behavior memiliki pengaruh yang signifikan
terhadap customer loyalty, customer satisfaction memiliki pengaruh yang
signifikan terhadap customer loyalty, dan trust memiliki pengaruh yang signifikan
terhadap customer loyalty di PT. Perkebunan Nusantara X (Persero),

Kata kunci: Service Quality, Organizational Citizenship Behavior, Customer
Satisfaction, Trust, Customer Loyalty.
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ABSTRACT

The tendencies of customers choose import sugar was related to customer
loyalty and satisfaction. This study aims to examine and analyze the effect of: (1)
variables Service Quality on Customer Satisfaction; (2) variables Service Quality
on Trust; (3) variables Service Quality on Customer Loyalty, (4) variables
Organizational Citizenship Behavior on Trust, (5) variables Organizational
Citizenship Behavior on Customer Loyalty; (6) variables Customer Satisfaction on
Customer Loyalty; (7) variables Trust on Customer Loyalty on customers PT.
Perkebunan Nusantara X (Persero) Surabaya.

This type of research in this study is an explanatory using quantitive
approaches. The population is the customer PT. Perkebunan Nusantara X
(Persero) Surabaya, while sample taken in the study is the customers who have
purchased at PT. Perkebunan Nusantara X (Persero) Surabaya more than 1 times
in the last 1 year at Surabaya as many as 145 people. Samples were takenusing
judgemental sampling technique. The data analysis technique used is the SEM
(Structural Equation Modelling) by using the program AMOS (Analysis of
Moment Structures).

The results obtained in this study are: Variable service quality has a
significant impact on customer satisfaction, service quality has a significant effect
on trust, service quality has a impact on customer loyalty but not significant,
organziational citizenship behavior has a significant impact on trust,
organziational citizenship behavior has a significant impact on customer loyalty,
customer satisfaction has a significant impact on customer loyalty, and trust has a
significant influence on customer loyalty in the PT. Perkebunan Nusantara X
(Persero)

Keywords: Service Quality, Organizational Citizenship Behavior,
Customer Satisfaction, Trust, Customer Loyalty.
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