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ABSTRAK

Rabiatul Adawiyah, 1920420320007, 2023. Pengaruh Kualitas Pelayanan Jasa
Keagenan Kapal Serta Komunikasi Interpersonal Terhadap Kepuasan Dan Loyalitas
Pelanggan Pada Perusahaan Pelayaran PT Hasnur Internasional Shipping Tbk, di
bawah bimbingan Taharuddin.

Penelitian ini bertujuan untuk menguji pengaruh langsung dan tidak langsung
antara Kualitas Pelayanan Jasa Keagenan dan Komunikasi Interpersonal terhadap
Kepuasan Pelanggan dan Loyalitas Pelanggan pada Perusahaan Pelayaran.

Penelitian ini menggunakan metode penelitian kuantitatif dengan tipe
eksplanatory. Populasi dalam penelitian ini adalah pelanggan PT. Hasnur Internasional
Shipping Tbk baik pemilik kapal atau bagian management/karyawan. Data
dikumpulkan menggunakan kuisioner kemudian dianalisis dengan SmartPLS SEM.

Hasil penelitian membuktikan Kualitas Pelayanan berpengaruh signifikan
terhadap Kepuasan Pelanggan, sedangkan Komunikasi Interpersonal memiliki
pengaruh tidak signifikan terhadap Kepuasan Pelanggan. Kepuasan Pelanggan
memiliki pengaruh signifikan terhadap Loyalitas Pelanggan.

Kata kunci: Kualitas Pelayanan, Komunikasi Interpersonal, Kepuasan Pelanggan,
Loyalitas Pelanggan.



ABSTRACT

Rabiatul Adawiyah, 1920420320007, 2023. The Influence of Ship Agency
Service Quality and Interpersonal Communication on Customer Satisfaction and
Loyalty at PT Hasnur International Shipping Tbk, under the guidance of Taharuddin.

This research, focuses on examining the direct and indirect effects of Agency
Service Quality and Interpersonal Communication on Customer Satisfaction and
Loyalty in the shipping industry, specifically at PT Hasnur International Shipping Tbk.

The study employs a quantitative research method with an explanatory type.
The population comprises customers of PT Hasnur International Shipping Tbk,
including ship owners and management/employees. Data collection is carried out
through questionnaires, and the analysis is conducted using SmartPLS Structural
Equation Modeling (SEM).

The findings of the research demonstrate that Service Quality significantly
influences Customer Satisfaction, while Interpersonal Communication has a non-
significant impact on Customer Satisfaction. Furthermore, Customer Satisfaction has
a significant influence on Customer Loyalty.

Keywords: Service Quality, Ship Agency Services, Interpersonal Communication,
Customer Satisfaction, Customer Loyalty, Shipping Companies.
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