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Tujuan penelitian adalah untuk mengetahui pengaruh kepercayaan pelanggan dan
lokasi dan lokasi terhapat loyalitas pelanggan dengan kepuasan pelanggan sebagai
variabel intervening. Metode penelitian yang digunakan adalah penelitian kuantitatif.
Pengambilan sampel dalam penelitian ini menggunakan non-probability sampling
dengan teknik sampel accidental sampling sebanyak 94 responden, metode
pengumpulan data yang digunakan adalah wawancara, koesioner dan observasi,
sedangkan analisi data yang digunakan dalam penelitian ini adalah uji instrument, uji
asumsi klasik, koefisien determinasi (R2) serta pengujian hipotesis menggunakan
SPSS 25.00. Hasil penelitian ini menunjukkan bahwa kepercayaan pelanggan tidak
berpengaruh - signifikansi terhadap kepuasan pelanggan. Lokasi berpengaruh
signifikansi terhadap kepuasan pelanggan. Kepercayaan pelanggan tidak berpengaruh
signifikan terhadap loyalitas pelanggan. Lokasi berpengaruh signifikansi terhadap
loyalitas pelanggan. Kepuasan pelanggan tidak berpengaruh signifikansi térhadap
loyalitas pelanggan. Berdasarkan hasil tersebut dapat dilakukan uji analisis jalur
sehingga diketahui variabel kepuasan pelanggan tidak dapat memediasi hubungan
variabel kepercayaan pelanggan terhadap variabel loyalitas pelanggan serta variabel
kepuasan pelanggan tidak dapat memediasi hubungan variabel lokasi terhadap
variabel loyalitas pelanggan.
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ABSTRACT

The Effect of Customer Trust and Location on Customer Loyalty with Customer
satisfaction as an Intervening Variable
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The purpose of the study was to the effect of customer trust and location on customer
loyalty with customer satisfaction as an intervening variable. The research method
used is quantitative research. Sampling in this study used non-probability sampling
with accidental sampling techniques of 94 respondents, the data collection methods
used were interviews, questionnaires and literature studies, while the data analysis
used in this study was instrument tests, classical assumption tests, coefficients of
determination (R2) and hypothesis testing using SPSS 25.00. The results of this study
indicate that customer trust has no significant effect on customer satisfaction.
Location has a significant effect on customer satisfaction. Customer trust has no
significant effect on customer loyalty. Location has a significant effect on customer
loyalty. Customer satisfaction has no significant effect on customer loyalty. Based on
these results, the path analysis test can be carried out so that it is known that the
customer satisfaction variable cannot mediate the relationship between the customer
trust variable and the customer loyalty variable and the customer satisfaction
variable cannot mediate the relationship between the location variable and the
customer loyalty variable
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