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ABSTRAK 

 

 
TITO HADYAN. 8215165305. Pengaruh Kualitas Layanan Situs dan Kepuasan 

Pelanggan terhadap Loyalitas Pelanggan Market Place. Fakultas Ekonomi, 

Universitas Negeri Jakarta 2020. 

Tujuan penelitian ini adalah untuk: mengukur pengaruh langsung kualitas layanan 

situs terhadap kepuasan pelanggan market place; mengukur pengaruh langsung 

kepuasan pelanggan situs terhadap loyalitas pelanggan market place; dan mengukur 

pengaruh langsung kualitas layanan situs terhadap loyalitas pelanggan market 

place. Objek dari penelitian ini adalah 200 responden penggunjung market place di 

Jakarta. Penelitian ini menggunakan AMOS sebagai metode pengolahan data. Hasil 

pengujian hipotesis menunjukkan bahwa adanya pengaruh dari kualitas layanan 

terhadap kepuasan pelanggan market place; adanya pengaruh dari kepuasan 

pelanggan terhadap loyalitas pelanggan market place; dan adanya pengaruh dari 

kualitas pelayanan terhadap loyalitas pelanggan market place. 

 

 
Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Loyalitas Pelanggan, Market 

Place. 
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ABSTRACT 

 
The Influence of Service Quality and Customer Satisfaction Impact on Customer 

Loyalty Faculty of Economics, State University of Jakarta in 2020. 

The objectives of this study were to: measure the direct effect of site service quality 

on market place customer satisfaction; measuring the direct effect of site customer 

satisfaction on market place customer loyalty; and measuring the direct effect of 

site service quality on market place customer loyalty. The object of this study were 

200 respondents who visited the market place in Jakarta. This study uses AMOS as 

a data processing method. The results of hypothesis testing indicate that the 

influence of service quality on market place customer satisfaction; the influence of 

customer satisfaction on market place customer loyalty; and the influence of service 

quality on market place customer loyalty. 

Keywords: Service Quality, Customer Satisfaction, Customer Loyalty, Market 

places. 
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