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ABSTRACT

This thesis aims to determine the effect of product quality and customer loyalty
promotion mix towards customer satisfaction as measured by the product of rapid
diagnostics tests (RDTs) PT. INDEC Diagnostics in the Jakarta area. The approach
used in this study is causal research with path analysis method (path analysis)
assisted SPSS. Secondary data were obtained from literature and primary data
obtained from questionnaires were distributed to 100 respondents, with a non-
probability sampling techniques and purposive sampling. The survey results revealed
that the product quality variable positive and significant effect on customer
satisfaction, but the quality of the product has no effect on customer loyalty.
Promotion mix has no effect on customer satisfaction and loyalty. Customer
satisfaction is positive and significant effect on customer loyalty. Simultaneously
product quality, promotion mix and customer satisfaction has a positive effect on

customer loyaly.
Keywords : product quality, promotion mix, custoner satlsfactwn, customer loyaliy,
rapid diagnostics tests (RDT)



ABSTRAK

Tesis ini bertujuan untuk mengetahui pengaruh kualitas produk dan bauran promosi
terhadap Loyalitas pelanggan yang diukur melalui kepuasan pelanggan produk rapid
diagnostics test (RDT) PT. Indec Diagnostics di area Jakarta. Pendekatan yang
digunakan dalam penelitian ini adalah causal research dengan metode analisis jalur
(path analysis) dibantu SPSS. Data sekunder diperoleh dari studi pustaka dan data
primer diperoleh dari hasil kuesioner yang dibagikan kepada 100 responden, dengan
teknik non probability sampling dan purposive sampling. Dari hasil penelitian
diketahui bahwa variabel kualitas produk berpengaruh positif dan signifikan terhadap
kepuasan pelanggan, mamun kualitas produk tidak berpengaruh pada loyalitas
pelanggan, Bauran promosi tidak berpengaruh terhadap kepuasan dan loyalitas
pelanggan. Kepuasan pelanggan berpengaruh positif dan signifikan terhadap loyalitas
pelanggan. Secara simultan kualitas produk, bauran promosi dan kepuasan pelanggan
berpengaruh positif terhadap loyalitas pelanggan.
Kata kunci : kualitas produk, bauran promosi, kepuasan pelanggan, loyalitas
pelanggan, rapid diagnostic test
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