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ABSTRAK

Ahmad Rifky Faisal Ramadhani, 1910412210002, 2024. Pengaruh
Kualitas Pelayanan Dan Loyalty Card Starbucks Terhadap Loyalitas
Konsumen Dimediasi Kepuasan Konsumen (Studi Pada Gerai Kopi
Starbucks Di Banjarmasin), di bawah bimbingan Hairudinor.

Penelitian ini bertujuan untuk mengetahui dan menguji pengaruh
kualitas pelayanan dan loyalty card terhadap loyalitas konsumen dengan
kepuasan konsumen sebagai variable intervening pada gerai kopi Starbucks
di Banjarmasin. Penelitian ini menggunakan pendekatan kuantitatif dengan
desain penelitian survei dan jenis penelitian eksplanatori. Sampel penelitian
ini berjumlah 100 responden dengan menggunakan teknik sampling
insidental. Kuisioner digunakan untuk pengumpulan data dan partial least
square digunakan untuk menguji hipotesis.

Hasil penelitian  membuktikan bahwa kualitas pelayanan
berpengaruh positif dan signifikan terhadap kepuasan konsumen, loyalty
card berpengaruh signifikan terhadap kepuasan konsumen, kualitas
pelayanan berpengaruh positif dan signifikan terhadap loyalitas konsumen,
loyalty card berpengaruh positif dan signifikan terhadap loyalitas
konsumen, kepuasan konsumen berpengaruh positif dan signifikan terhadap
loyalitas konsumen, kepuasan konsumen mampu memediasi pengaruh
kualitas pelayanan terhadap loyalitas konsumen, kepuasan konsumen
mampu memediasi secara signifikan loyalty card terhadap loyalitas
konsumen di Starbucks Banjarmasin.

Kata Kunci : Kualitas Pelayanan, Loyalty Card, Loyalitas Konsumen,
Kepuasan Konsumen
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ABSTRACT

Ahmad Rifky Faisal Ramadhani, 1910412210002, 2024. The
Influence of Service Quality and Starbucks Loyalty Card on Consumer
Loyalty Mediated by Consumer Satisfaction (Study at Starbucks Coffee
Stores in Banjarmasin), under the guidance of Hairudinor.

This research aims to determine and test the influence of service
quality and Starbucks loyalty card on consumer loyalty with consumer
satisfaction as an intervening variable at Starbucks coffee outlets in
Banjarmasin. This research uses a quantitative approach with a survey
research design and explanatory research type. This research sample
consisted of 100 respondents using incidental sampling techniques.
Questionnaires were used for data collection and partial least squares were
used to test hypotheses.

The results of the research prove that service quality has a positive
and significant effect on consumer satisfaction, loyalty card have a
significant effect on consumer satisfaction, service quality has a positive
and significant effect on consumer loyalty, loyalty card have a positive and
significant effect on consumer loyalty, consumer satisfaction has a positive
and significant effect on loyalty consumers, consumer satisfaction is able to
mediate the influence of service quality on consumer loyalty, consumer
satisfaction is able to significantly mediate the Loyalty Card on consumer
loyalty at Starbucks Banjarmasin.

Keywords: Service Quality, Loyalty Card, Consumer Loyalty, Consumer
Satisfaction
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