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ABSTRAK

Isvari Hidayati. Analisis Pengaruh Kualitas Layanan, Kepuasan Emosional Dan
Citra Perusahaan Terhadap Loyalitas Pelanggan Indihome Pt Telkom Indonesia
(Persero) Tbk. Nuril Huda (Pembimbing)

Penelitian ini bertujuan untuk menganalisa pengarub kualitas pelayanan
(Xi1), kepuasan emosional (X) dan citra perusahaan (Xs) sebagai variabel bebas
terhadap loyalitas pelanggan (Y) sebagai variabel terikat.

Pendekatan yang digunakan dalam penelitian ini adalah kuantitatif dengan
metode penelitian asosiatif dengan tekmk pengumpulan data berupa kuesioner
dengan jumlah sampel sebanyak 145 orang. Pengukuran variabel menggunakan
teknik Skala Likert dengan skala bobot dari | sampai 5. Teknik analisis data yang
digunakan untuk mengetahui pengaruh antar variabel dalam penelitian ini adalah
PLS-SEM.

Hasil penelitian menunjukkan bahwa Kualitas Pelayanan (Service Quality)
memiliki pengaruh terhadap Kepuasan Emosional (Emotional Satisfaction)
pelanggan. Kualitas Pelayanan (Service (ualiny) dan Kepuasan Emosional
(Emotional Satisfaction) memiliki pengaruh terhadap Citra Perusahaan (Corporare
Image). Citra Perusahaan (Corporate Image) memiliki pengaruh terhadap Loyalitas
Pelanggan (Customer Loyalty). Kualitas Pelayanan (Service Quality) dan Kepuasan
Emosional (Emotional Satisfaction) tidak memiliki pengaruh terhadap 1ovalitas
Pelanggan (Cusiomer Layalty) pada Indihome di Plasa Telkom Banjarmasin.

Kata Kunci: Kualitas Pelayanan, Kepuasan Emoswonal, Citra Perusahaan,
Loyalitas Pelanggan
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ABSTRACT

Isvari Hidayati. Analysis of the Effect of Service Quality, Emotional Satisfaction aned
Corporaie Image on Cusiomer Lovalty in Indihome of Pt Telkom Indonesia (Persero)
T'hk. Nuril Huda (Advisor)

This research aims to analyze the effect of service quality (X1), emotional
satisfaction (X2) and company image (X3) as independent variables on customer lovalty
(Y) as the dependent variahle,

The approach used in this research is quantitative with associative research
methods with data collection technigue in the form of a questionnaire with a fotal sample
of 145 people. The measurement of the variables uses a Likert Scale technique with a
weight scale from | to 5. The data analysis technique is used to determine the effect
between variables in this study which is PLS-SEM.

The results of the research indicate that the Service Quality has an influence on
the Emotional Satisfaction of customers. Service Quality (Service Quality) and
Emotional Satisfaction (Emotional Satisfaction) have an influence on Corporate Image
(Corporate Image). Corporate Image (Corporate Image) has an influence on Customer
Loyalty (Customer Loyalty). Service Quality and Emotional Satisfaction have no effect
on Customer Loyalty at Indihome at Plasa Telkom Banjarmasin.

Keywords: Service Quality, Emotional Satisfaction, Company Image, Customer Loyalty

Banjarmasin, November 30, 2022
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Pmr‘ﬁ: Fai{.,hul Muin, M. Hum.

NIP 196103041289031003
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