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ABSTRAKSI

Tujuan penelitian ini  antara lain mengetahui dan menganalisis pengaruh kualitas
layanan terhadap kepuasan konsumen di United Futsal Jember, mengetahui dan
menganalisis pengaruh kualitas layanan terhadap loyalitas konsumen di United
Futsal Jember dan mengetahui dan menganalisis pengaruh kepuasan terhadap
loyalitas konsumen di United Futsal Jember. Populasi penelitian adalah seluruh
konsumen United Futsal Jember. Sampel terplih sebanyak 120 orang. Metode
analisis data yang digunakan adalah analisis SEM. Hasil penelitian menunjukkan
bahwa Kualitas layanan berpengaruh signifikan terhadap kepuasan konsumen
United Futsal di Kota Jember. Hal itu berdasarkan hasil pengujian koefisien jalur
yang menunjukkan bahwa hipotesis pertama yang menyatakan bahwa kualitas
layanan berpengaruh signifikan terhadap kepuasan konsumen terbukti. Kualitas
layanan berpengaruh signifikan terhadap loyalitas United Futsal di Kota Jember.
Kepuasan konsumen berpengaruh signifikan terhadap loyalitas produk United
Futsal di Kota Jember.

Kata kunci : kualitas layanan, kepuasan dan loyalitas konsumen
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ABSTRACT

The purpose of this research include knowing and analyzing the effect of service
quality on customer satisfaction in the United Futsal Jember, investigate and
analyze the effect of service quality on customer loyalty in the United Futsal Jember
and identify and analyze the effect of satisfaction on customer loyalty in the United
Futsal Jember. The study population were all consumers Jember United Futsal.
Sample were 120 people. The method of data analysis was the analysis of SEM. The
results showed that the quality of services has significant effect customer
satisfaction in the United Futsal Jember City. It was based on the results of testing
the path coefficients indicate that the first hypothesis which states that the quality of
services has significant effect customer satisfaction evident. Service quality has
significant effect loyalty United Futsal Jember City. Customer satisfaction has
significant effect product loyalty United Futsal Jember City.

Key word: Service Quality, Statisfaction and Loyality Customer
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