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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis kualitas
produk, promosi, dan lokasi yang berpengaruh terhadap loyalitas pelanggan baik
secara langsung maupun melalui kepuasan pelanggan sebagai variabel mediasi serta
pengaruh kepuasan pelanggan terhadap loyalitas pelanggan Hypermarket Lottemart
Taman Surya. Pengumpulan data menggunakan kuesioner. Sampel yang digunakan
400 orang responden pelanggan Hypermarket Lottemart Taman Surya Jakarta.
Teknik pengambilan sampel pada penelitian ini adalah menggunakan teknik non
probability sampling. Metode analisis yang digunakan di dalam penelitian ini
adalah Partial Least Square (PLS) dengan bantuan aplikasi SmartPLS 3.0.

Penelitian menunjukkan bahwa kualitas produk, promosi, dan lokasi
berpengaruh positif dan signifikan terhadap kepuasan pelanggan, yang berarti
semakin baik kualitas produk, semakin menarik promosi yang diadakan serta lokasi
toko yang ada, maka pelanggan akan semakin puas berbelanja di Hypermarket
Lottemart Taman Surya. Kualitas produk, promosi, dan kepuasan pelanggan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan, yang berarti
semakin baik kualitas produk, semakin menarik promosi yang diadakan serta
semakin pelanggan merasa puas, maka loyalitas pelanggan Hypermarket Lottemart
Taman Surya semakin meningkat pula, tetapi lokasi tidak berpengaruh signifikan
terhadap loyalitas pelanggan.

Kata kunci: Kualitas Produk, Promosi, Lokasi, Kepuasan, dan Loyalitas
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ABSTRACT

This study aims to know and analyze the influences of product quality,
promotion, and location on the customer loyalty either directly or through the
customer satisfaction as the mediator variable and also to know and analyze the
influence of customer satisfaction on the customer loyalty at Hypermarket
Lottemart of Taman Surya. Data collection is conducted through questionnaire.
Sample used in this study consists of 400 respondents of customers of hypermarket
Lottemart of Taman Surya Jakarta. The sampling technique in this research uses
non probability sampling technique. The method of analysis used is Partial Least
Square (PLS) assisted with SmartPLS application.

The results of the research reveal that quality product, promotion and
location have a positive and significant effect on customer satisfaction
which means the better the quality of the product, the more attractive the
promotions held and the location of the existing stores, the more satisfied customers
will be at the Lottemart Taman Surya Hypermarket. Product quality, promotion and
customer satisfaction have a positive and significant effect on customer loyalty
which means that the better the quality of the product, the more attractive the
promotions held and the more satisfied the customer, the more customer loyalty
Lottemart Taman Surya Hypermarket will also increase, but location has no
significant effect on customer loyalty.

Keywords: Product Quality, Promotion, Location, Satisfaction and Loyalty
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