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PENGARUH KUALITAS PELAYANAN, KEPERCAYAAN
PELANGGAN, DAN CITRA MEREK TERHADAP
LOYALITAS PELANGGAN PADA
PT GIRI PANCA WISATA

| Made Landhep Wibawa
Program Studi Manajemen, Fakultas Ekonomi, Universitas Gresik

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan,
kepercayaan pelanggan, dan citra merek terhadap loyalitas pelanggan pada PT Giri
Panca Wisata. Penelitian menggunakan pendekatan kuantitatif dengan jenis
penelitian eksplanatori. Populasi penelitian adalah seluruh pelanggan PT Giri Panca
Wisata yang telah menggunakan jasa perusahaan minimal dua kali selama periode
2020-2024. Teknik pengambilan sampel menggunakan sampling jenuh (sensus)
sehingga seluruh populasi sebanyak 108 pelanggan dijadikan responden penelitian.
Data dikumpulkan melalui penyebaran kuesioner dan dianalisis menggunakan
metode Structural Equation Modeling-Partial Least Squares (SEM-PLS) dengan
bantuan perangkat lunak SmartPLS 4.1.1.6. Hasil penelitian menunjukkan bahwa
kualitas pelayanan, kepercayaan pelanggan, dan citra merek berpengaruh positif
dan signifikan terhadap loyalitas pelanggan. Kualitas pelayanan merupakan
variabel yang memiliki pengaruh paling dominan terhadap loyalitas pelanggan

dibandingkan kepercayaan pelanggan dan citra merek.

Kata Kunci: Kualitas Pelayanan, Kepercayaan Pelanggan, Citra Merek,
Loyalitas Pelanggan, SEM-PLS



THE EFFECT OF SERVICE QUALITY, CUSTOMER TRUST,
AND BRAND IMAGE ON CUSTOMER LOYALTY AT
PT GIRI PANCA WISATA

| Made Landhep Wibawa
Management Study Program, Faculty of Economics, Gresik University

ABSTRACT

This study aims to analyze the effect of service quality, customer trust, and brand
image on customer loyalty at PT Giri Panca Wisata. This research employed a
guantitative approach with an explanatory research design. The population
consisted of all customers who had used the services of PT Giri Panca Wisata at
least twice during the 2020-2024 period. A saturated sampling (census) technique
was applied, resulting in 108 customers being selected as research respondents.
Data were collected through questionnaires and analyzed using the Structural
Equation Modeling—Partial Least Squares (SEM-PLS) method with SmartPLS
4.1.1.6. software. The results indicate that service quality, customer trust, and
brand image have a positive and significant effect on customer loyalty. Service
quality was found to be the most dominant factor influencing customer loyalty,

followed by brand image and customer trust.

Keywords: Service Quality, Customer Trust, Brand Image, Customer Loyalty,
PLS-SEM
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