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PENG ARUH KUALITAS PELAYANAN DAN KEPLASAN PELANGGAN
TFRHADAP LOYALITAS PELANGGAN PDAM GIRI TIRTA
KRARUPATEN GRESIK

Rachmad Aditya Ramadhan
Program Studs Manajemen, Fakultas Fkonom, Universitas Gres:k

ABSTRAK

Penchtian i berfokus pada Loyalitas Pelanggan berdasarkan kualitas pelayanan
dan kepuasan pelanggan PDAM Gin Tirta Kabupaten Gresik., Penchutian 1mi juga

ertwjuan untuk menganalisis faktor yang paling dominan pengaruhnya terhadap
1 ovalitas Pelanggan PDAM Gin Tira Kabupaten Greaik  Rumusan masalah vang
diajukan datam penchiuan ini apakah kualitas pelayanan dan kepuasan Pelanggan
berpengaruh secara pasrsial dan simulian berpengaruh terhadap loy alitas pelanggan
PDAM Gin Tirta Kabupaten Gresik, Tujuan dan penchitian im adalah mengetahu
pengaruh Kuahias Pelayanan dan Kepuasan  pelanggan terhadap Loyalitas
Pelanggan PDAM Gin Tira Kabupaten Gresk sccana parsial dan simultan.
Populast yang digunakan dalam penchitian im adalah pelanggan yang melakukan
pengaduan i kantoe pusat PDAM Gin Tarta: Kabupaten Gressh, Sampel yang
digunahan dalam penchiian 1 schanyak 100 responden. Metode pengambnlan
sampel dilakukan dengan metode  non-probubilin: sampling - dengan metode
i idental sampling adalah tckmk penentuan sampel berdasarkan kebetulan,
Mctode pengumpulan data yang digunakan dalam penelitian i adalah kuewioner
(anvket) dokumentau dan wawancara Mctode anahisis yang digunakan dalam
penchitian 1im adalah up anstrumen (up validitas dan up rehiabilitas), analisis
desknpuif presentase, ujt asumst klasik, analisis regrest berganda, pengupan
hipotests dan koefisien determnnasi dengan menggunakan SPSS. Haul dan
penchitan i adalah Vanabel Kualitas Pelayanan dan Kepuasan Pelanggan secara
simultan berpengaruh terhadap Loyalitas Pelanggan PDAM Gin Tirta Kabupaten
Gresik  Hal st dibuknihan dan nilal Fuamg (76,065) ~ Fuaa (1.09) dan unghat
signifikan 1 0,000 lehih kecil dan alpha 0,005

Kata Kunci : Kualitas Pelayanan, Kepuasan Pelanggan, Loyalitas Pelanggan



The quality of services and satisfaction of customer company girl

customer loyalty tirta gresik district

Rachmad Adinva Ramadhan
Management Study Program, Faculty of Economis, Gresik University

ABSTRACT

This rescarch focuses on customer lovalty based on quality service and customer
safisfaction pdam giri tirta presik district The research is also intended to analyze
the factor most dominant its cffect on customers lovalyy pdam girl tirta gresik
cdistrict. The proposed formulation in this research whether the quality of service
and customer satisfaction and influcntial in pasrsial simultaneous impact on
cusiomer loyalty program giri tirta gresik district. The purpose of this research is
to know the influence of the quality of services and customer satsfacton of
customer lovalty pdam giri tirta gresik district in partial and simultancous. A
population that used in this research was customers to complain at headquarters
pdam giri tirta gresik districe The sample used in this research as many as 100
respondents. A method the sample collection be run based on the incidental non-
prohabilinv sampling method of sampling is a technique the sample based on
chance. Data colleciion method used in this research was the questionnaire ( chief
), documentation and interview . The method of analysis that used in this research
was fest instrument ( test validity and reliability test ) . Descriptive analysis the
percentage , lest the assumption classical , regression analvsis multiple , the testing
of hypotheses and cocfficients determination by using spss. The result of this
research is the variable the quality of services and customer satisfaclion
simultancously impact on customer lovalty pdam giri tirta gresik district. This is
proven of the Fuumg (76,065) > Fiarei (3,09) and a significant degree ¢ 0,000 smaller
than alpha 0,005,

Keywods: Service quality, cusiomer satisfaction, cusiomers loyalty
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