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ABSTRAK 

 

Tujuan Penelitian ini adalah menganalisis dan menguji secara empirik 

signifikansi Pengaruh Kualitas Pelayanan Terhadap Loyalitas Pelanggan Melalui 

Kepuasan Pelanggan Sebagai Variabel Intervening (Studi Pada Peternak 

Pengguna Jasa Pelayanan Kesehatan Hewan Di Desa Boloh Kecamatan Toroh 

Kabupaten Grobogan). 

Populasi dalam Penelitian ini adalah peternak dengan sampel sebanyak 

105 responden yang diambil secara acak  (random samping) . Metode analisa data 

diuji dengan uji validitas, uji reliabilitas, uji linieritas, uji partial (uji t), uji 

serempak (uji F), uji Koefisien determinasi dan uji analisis jalur.  

Hasil uji t sebagai berikut : Tangibles berpengaruh tidak signifikan 

terhadap kepuasan. Reliability berpengaruh tidak signifikan terhadap kepuasan 

peternak, Responsiveness berpengaruh signifikan terhadap kepuasan peternak, 

Assurance berpengaruh tidak signifikan terhadap kepuasan peternak, Emphaty 

berpengaruh signifikan terhadap kepuasan peternak, Tangibles berpengaruh tidak 

signifikan terhadap loyalitas peternak, Reliability berpengaruh tidak signifikan 

terhadap loyalitas peternak. Responsiveness berpengaruh signifikan terhadap 

loyalitas peternak. Assurance berpengaruh tidak signifikan terhadap loyalitas. 

Emphaty berpengaruh tidak signifikan terhadap loyalitas peternak. Kepuasan 

berpengaruh tidak signifikan terhadap loyalitas peternak. Hasil uji serempak (Uji 

F) diketahui besarnya nilai F sebesar 8,856 dan nilai signifikansi 0,000 < 0,05. 

Sehingga dapat disimpulkan secara bersama-sama variable tangibles, reliability, 

responsiveness, assurance, emphaty dan kepuasan berpengaruh positif dan 

signifikan terhadap loyalitas peternak. Hasil uji koefiesien determinasi 

menunjukkan bahwa nilai R squre total sebesar 0,671, artinya variable loyalitas 

dijelaskan oleh tangibles, reliability, responsiveness, assurance, emphaty, serta 

kepuasan sebagai variable intervening sebesar 67,1  % dan sisanya sebesar 32,9% 

dijelaskan faktor lain di luar model penelitian antara lain tingkat interaksi dan 

lokasi. Kesimpulan analisis jalur dalam penelitian ini menunjukkan bahwa 

kepuasan tidak efektif sebagai mediasi untuk semua variabel independen dalam 

mempengaruhi loyalitas. 

 

 

Kata Kunci : Tangibles, Reliability, Responsiveness, Assurance, Emphaty, 

Kepuasan, dan Loyalitas 
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ABSTRACT 

 

The purpose of this study was to analyze and empirically test the Analysis 

of the Effect of Service Quality on Customer Loyalty through Customer 

Satisfaction as an Intervening Variable (Study on Farmers Users of Animal Health 

Services in Boloh Village, Toroh District, Grobogan Regency). 

This research is a quantitative research. The data used is primary data by 

taking a sample of 105 farmers in Boloh Village, Toroh District, Grobogan 

Regency. The data analysis method was tested with validity test, reliability test, 

linearity test, partial test (t test), simultaneous test (F test), coefficient of 

determination test and path analysis test. 

The results of the t-test are as follows: Tangibles have no significant effect 

on farmer satisfaction, Reliability has no significant effect on farmer satisfaction, 

Responsiveness has a significant effect on farmer satisfaction, Assurance has no 

significant effect on farmer satisfaction, Empathy significant effect on farmer 

satisfaction, Tangibles insignificant effect on farmer loyalty, reliability 

insignificant effect on farmer loyalty. Responsiveness has a significant effect on 

loyalty. Assurance has no significant effect on farmer loyalty and Empathy has no 

significant effect on farmer loyalty. Satisfaction has no significant effect on 

farmer loyalty. The results of the simultaneous test (F test) are known that the F 

value is 8.856 and the significance value is 0.000 <0.05. So it can be concluded 

that the variables of tangibles, reliability, responsiveness, assurance, empathy and 

satisfaction have a positive and significant effect on farmer loyalty. The results of 

the coefficient of determination test show that the total R square value is 0.671, 

meaning that the loyalty variable is explained by tangibles, reliability, 

Responsiveness, assurance, empathy, and satisfaction as an intervening variable is 

67.1% and the remaining 32.9% is explained by other factors outside research 

models include interaction level and location. The conclusion of the path analysis 

in this study shows that satisfaction is not effective as a mediation for all 

independent variables in influencing loyalty. 
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