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ABSTRAK

Kesadaran masyarakat akan pentingnya pola hidup sehat pada saat ini terus
meningkat. Kenyataan inilah yang dimanfaatkan oleh pelaku usaha di industri
olahraga, salah satunya fitness center. Pertambahan jumlah fitness center yang
begitu signifikan membuktikan bahwa minat masyarakan untuk berolahraga masih
sangat tinggi. Pengelola fitness center diharuskan untuk mendapatkan serta
mempertahankan loyalitas pelanggannya agar bisnis tetap jalan dan bertahan di
tengah persaingan.

Penelitian yang dilakukan di Atlas Sports Club Surabaya ini bertujuan untuk
mengetahui pengaruh corporate image dan service quality terhadap customer
loyalty melalu customer satisfaction pada Atlas Sports Club Surabaya. Desain
penelitian yang digunakan dalam penelitian ini adalah penelitian kausal. Variabel
eksogen yang digunakan adalah corporate image dan service quality serta variabel
endogen yang digunakan adalah customer satisfaction dan customer loyalty. Jamlah
sampel dalam penelitian ini adalah 160 responden dan menggunakan teknik
pengambilan sampel non-probability sampling dengan cara purposive sampling.
Teknik analisis data menggunakan analisis SEM.

Hasil penelitian membuktikan bahwa corporate image memiliki pengaruh
yang signifikan terhadap customer satisfaction, service quality memiliki pengaruh
yang signifikan terhadap customer satisfaction, customer satisfaction memiliki
pengaruh yang signifikan terhadap customer loyalty, corporate image memiliki
pengaruh yang signifikan terhadap customer loyalty melalui customer satisfaction,
service quality memiliki pengaruh yang signifikan terhadap customer loyalty
melalui customer satisfaction.

Kata kunci: Corporate Image, Service Quality, Customer Satisfaction, Customer
Loyalty
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THE EFFECT OF CORPORATE IMAGE AND SERVICE QUALITY ON
CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION AT
ATLAS SPORTS CLUB SURABAYA

ABSTRACT

Public awareness of the importance of a healthy lifestyle at this time continues
to increase. This fact is used by business players in the sports industry, one of them
is a fitness center. The significant increase in the number of fitness centers proves
that the interest of the public to exercise is still very high. Fitness center managers
are required to obtain and maintain customer loyalty so that the business continues
to run and survive in the midst of competition.

The research conducted at Atlas Sports Club Surabaya aims to determine the
effect of corporate image and service quality on customer loyalty through customer
satisfaction at Atlas Sports Club Surabaya. The research design used in this study
is causal research. Exogenous variables used are corporate image and service
quality and endogenous variables used are customer satisfaction and customer
loyalty. The number of samples in this study were 160 respondents and used a
nonprobability sampling technique by purposive sampling. Data analysis
techniques using SEM analysis.

The results prove that corporate image and service quality have a significant
effect on customer satisfaction, customer satisfaction has a significant effect on
customer loyalty, corporate image has a significant effect on customer loyalty
through customer satisfaction and service quality has significant influence on
customer loyalty through customer satisfaction.

Keywords: Corporate Image, Service Quality, Customer Satisfaction, Customer
Loyalty
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