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PENGARUH SERVICE QUALITY TERHADAP CUSTOMER 

SATISFACTION CUSTOMER LOYALTY DAN BRAND IMAGE PADA 

TAKSI BLUE BIRD DI SURABAYA 

 

ABSTRAK 

Seiring dengan meningkatnya kebutuhan dan gaya hidup manusia, 

khususnya di perkotaaan, kebutuhan akan transportasi pun meningkat, salah 

satunya berupa taksi sebagai alat transportasi umum. Tujuan penelitian ini 

adalah untuk menguji dan menganalisis pengaruh Service Quality terhadap 

Customer Satisfaction, Customer Loyalty dan Brand Image padaTaksi Blue 

Bird di Surabaya. Penelitian ini dilakukan dengan menyebarkan kuesioner 

sebagai data primer. Sampel penelitian ditetapkan sebesar 150 respoden yang 

terpilih dari para pelanggan Taksi Blue Bird di Surabaya. Teknik analisis data 

dalam penelitian ini menggunakan Structural Equation Modeling (SEM), 

dengan program LISREL 8.70. Hasil dari penelitian ini menunjukkan setiap 

variabel Service Quality berpengaruh positif dan signifikan terhadap 

Customer Satisfaction, Customer Loyalty dan Brand Image pada Taksi Blue 

Bird di Surabaya. 

 

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

       Brand Image 
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EFFECT OF SERIVE QUALITY ON CUSTOMER SATISFACTION 

CUSTOMER LOYALTY AND BRAND IMAGE ON BLUE BIRD TAXI IN 

SURABAYA 

 

ABSTRACT 

 

  Along with the increasing needs and lifestyle of people, especially 

in urban, transport demand is growing, one of them a taxi as public 

transportation. The purpose of this study was examine and analyze the 

influence Service Quality on Customer Satisfaction, Customer Loyalty and 

Brand Image to Blue Bird Taxi in Surabaya. This research was conducted by 

distributing questionnaires as the primary data. The research sample set of 

150 respondents were chosen from the Blue Bird Taxi customer in Surabaya. 

Data analysis techniques in this study using Structural Equation Modeling 

(SEM) with program LISREL 8.70. The results of this study indicate each 

variable Service Quality positive and significant impact on the Customer 

Satisfaction, Customer Loyalty and Brand Image on Blue Bird Taxi in 

Surabaya.  

 

Keywords: Service  Quality,   Customer   Satisfaction,   Customer   Loyalty,  

     Brand  Image. 

 

 


