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PENGARUH RELATIONSHIP QUALITY TERHADAP CUSTOMER 

LOYALTY  MELALUI CUSTOMER SATISFACTION PADA 

PERUSAHAAN JASA PT. POS INDONESIA DI SURABAYA 

 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh relationship 

quality terhadap customer loyalty  melalui customer satisfaction pada 
perusahaan jasa PT. Pos Indonesia di Surabaya. Penelitian ini juga 

bertujuan untuk menganalisis pengaruh relationship quality terhadap 

customer loyalty serta menganalisis customer satisfaction memediasi 

hubungan relationship quality terhadap customer loyalty pada perusahaan 

jasa PT. Pos Indonesia di Surabaya. 

Teknik pengambilan sampel yang digunakan dalam penelitian ini 

adalah teknik purposive sampling. Penentuan responden dalam penelitian 

ini adalah orang yang pernah menggunakan jasa PT. Pos Indonesia 

dengan karakteristik berusia 17-60 tahun yang berdomisili di Kota 

Surabaya. Teknik analisis data yang digunakan dalam penelitian ini 

adalah structural equation model (SEM). 
Hasil penelitian ini menunjukkan bahwa terdapat pengaruh positif 

antara relationship quality terhadap customer satisfaction dan customer 

loyalty. Customer satisfaction berpengaruh positif terhadap customer 

loyalty. Serta hasil penelitian ini juga menunjukkan relationship quality 

berpengaruh positif terhadap customer loyalty melalui customer 

satisfaction. 

 

Kata Kunci : relationship quality, customer loyalty, customer satisfaction. 
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THE EFFECT OF RELATIONSHIP QUALITY ON CUSTOMER 

LOYALTY THROUGH CUSTOMER SATISFACTION AT  

PT. POS INDONESIA IN SURABAYA 

 

Indahwati Christian Natalia 

Email: intianata@yahoo.com 

 

ABSTRACT 

This study aimed to analyze the effect of relationship quality on 

customer loyalty through customer satisfaction at PT. Pos Indonesia in 

Surabaya. This study also aims to analyze the effect of relationship 

quality on customer loyalty and analyze customer satisfaction mediates 

the relationship to relationship quality on customer loyalty at PT. Pos 

Indonesia in Surabaya. 

The sampling technique used in this study is the purposive 

sampling technique. Determination of the respondents in this study were 

those who had used the services of PT. Pos Indonesia to the 

characteristics of 17-60 years old who live in the city of Surabaya. Data 
analysis techniques used in this study is structural equation model (SEM). 

Results of this study indicate that there is positive between 

relationship quality on customer satisfaction and customer loyalty. 

Customer satisfaction has a positive effect on customer loyalty. And the 

results of this study also indicate relationship quality has a positive effect 

on customer loyalty through customer satisfaction. 

 

Keywords : relationship quality, customer loyalty, customer satisfaction. 
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