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Abstrak 

Penelitian ini bertujuan untuk membuktikan hubungan antara pengaruh kualitas 

pelayanan, kualitas produk dan promosi terhadap loyalitas pelanggan Shopee di 

Kota Padang dengan kepuasan sebagai variabel intervening. Dalam penelitian ini 

jumlah sampel adalah sebanyak 138 orang responden. Pengumpulan data 

menggunakan kuesioner dan teknik pengambilan sampel ini dilakukan dengan 

teknik purposive sampling. Teknik analisis data yang digunakan adalah analisis 

jalur. Pengaruh kualitas pelayanan, kualitas produk dan promosi terhadap 

loyalitas pelanggan dengan kepuasan sebagai variabel intervening dianalisis 

menggunakan software SPSS 24. Hasil penelitian menunjukkan bahwa kualitas 

pelayanan dan kualitas produk berpengaruh signifikan terhadap kepuasan. 

Promosi tidak berpengaruh signifikan terhadap kepuasan. Kualitas pelayanan, 

promosi dan kepuasan berpengaruh signifikan terhadap loyalitas pelanggan. 

Kualitas produk tidak berpengaruh signifikan terhadap loyalitas pelanggan. 

Secara langsung kualitas pelayanan, kualitas produk dan promosi melalui 

kepuasan pelanggan berpengaruh signifikan terhadap loyalitas pelanggan. 

 

Kata kunci: Kualitas Pelayanan, Kualitas Produk, Promosi, Loyalitas Pelanggan, 

Kepuasan, dan SPSS 24. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

mailto:davidsuganda05@gmail.com


  UNIVERSITAS BUNG HATTA 
 

ix 

INFLUENCE OF SATISFACTION AS MEDIATION 

RELATIONSHIP BETWEEN SERVICE QUALITY, PRODUCT 

QUALITY, AND PROMOTION ON CUSTOMER  

LOYALITY SHOPEE IN PADANG CITY 
 

 

David Suganda1, Mery Trianita2  

Prodi Manajemen, Fakultas Ekonomi Dan Bisnis, Universitas Bung Hatta 

E-mail: davidsuganda05@gmail.com , merytrianita@bunghatta.ac.id 

 

 

Abstract 

This research aims to investigate the relationship between the influence of service 

quality, product quality and promotion on Shopee customer loyalty in Padang 

City with satisfaction as an intervening variable. Respondent in this study were all 

users of the Shopee application in the city of Padang. In this study the number of 

samples became 138 respondents. The primary data was collected using a 

purposive sampling technique. The data analysis technique used is path analysis. 

Influence of service quality, product quality and promotion on customer loyalty 

with satisfaction as an intervening variable used is software SPSS 24. The results 

showed that service quality and product quality had a significant effect on 

customer satisfaction. Promotion has no significant effect on customer 

satisfaction. Service quality, promotions and satisfaction had a significant effect 

on customer loyalty. Product quality had no significant effect on customer loyalty. 

The direct of service quality, product quality and promotion through customer 

satisfaction has a significant effect on customer loyalty. 

 

Keywords: Service Quality, Product Quality, Promotion, Customer Loyalty, 

Satisfaction and SPSS 24. 
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