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ABSTRACT

This study is aimed to analyze the effect of service quality and after sales service
towards consumers' satisfaction and its implication on consumers' loyalty of
mangoesky satellite internet PT. Telkomsat. The type of research used in this study
is causal research. The population of this study is all permanent consumers of
mangoesky satellite internet service P1. Telkomsat, which is 4.108 subscribers. The
determination of sample number was conducted by using slovin formula with the
result that obtained 100 respondents. The analysis method used is the regression
analysis test through SPSS version 25. The results of this study show that (1) Service
quality has a positive and significant effect on consumers’ satisfaction, (2) After
sales service has a positive and significant effect on consumers’ satisfaction, (3)
Service quality has a positive and significant effect on consumers " lovalty, (4) After
sales service has a positive and significant effect on consumers’ lovalty, (3)
Consumers’ satisfaction has a positive and significant cffect on consumers " loyalty,
and (6) There is a positive indirect effect between Service quality and after sales
service for loyalty through consumers’ satisfaction, it means that consumers’
satisfaction can increase consumers ' loyalty.

Keywords: Consumers’ loyalty, Consumers’ satisfaction, After sales service,
Service quality
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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Kualitas pelayanan dan
layanan purna jual terhadap kepuasan pelanggan serta implikasinya pada loyalitas
pelanggan internet satelit mangoesky PT. Telkomsat. Jenis penelitian yang
digunakan dalam penelitian ini adalah penelitian kausal. Populasi penelitian ini
adalah seluruh konsumen tetap layanan internet satelit mangoesky PT. Telkomsat,
yang memiliki 4.108 pelanggan. Penentuan jumlah sampel dilakukan dengan
menggunakan rumus slovin sehingga diperoleh 100 responden. Metode analisis
yvang digunakan adalah uji analisis regresi melalur SPSS versi 25, Hasil penelitian
int menunjukkan bahwa (1) Kualitas pelayanan berpengaruh positif dan signifikan
terhadap kepuasan konsumen, (2) Layanan purna jual berpengaruh positif dan
signifikan terhadap kepuasan konsumen, (3) Kualitas pelayanan berpengaruh
positif dan signifikan terhadap Loyalitas konsumen. (4) Layanan purna jual
berpengaruh positif dan signifikan terhadap Lovalitas konsumen. (5) Kepuasan
konsumen berpengaruh positif dan signifikan terhadap loyalitas konsumen, dan (6)
Terdapat pengaruh tidak langsung vang positif antara Kualitas pelayanan dan
layanan purna jual terhadap loyalitas melalui kepuasan konsumen, artinya kepuasan
konsumen dapat meningkatkan loyalitas konsumen.

Kata Kunci: Loyalitas pelanggan, Kepuasan pelanggan, Layanan purna jual,
Kualitas pelayanan
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