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ABSTRAK  

 

Rosa Janatul Hira (24220073), Pengaruh Kualitas Produk, Promosi dan 

Penanganan Keluhan terhadap Loyalitas Pelanggan dengan Kepuasan 

Pelanggan sebagai Variabel Intervening pada PT.PLN (Persero) ULP Depok 

Kota 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas produk, promosi, dan 

penanganan keluhan terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai 

variabel intervening pada PT PLN (Persero) ULP Depok Kota. Penelitian 

menggunakan metode kuantitatif dengan teknik purposive sampling. Sampel 

penelitian berjumlah 250 pelanggan PT PLN (Persero) ULP Depok Kota. Data 

dikumpulkan melalui penyebaran kuesioner menggunakan skala Likert dan dianalisis 

menggunakan metode Structural Equation Modeling-Partial Least Squares (SEM-

PLS) dengan bantuan perangkat lunak SmartPLS 4.1.1.8. Hasil penelitian 

menunjukkan bahwa kualitas produk berpengaruh positif dan signifikan terhadap 

kepuasan pelanggan dan loyalitas pelanggan. Promosi berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan, namun tidak berpengaruh secara langsung 

terhadap loyalitas pelanggan. Penanganan keluhan berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan dan loyalitas pelanggan. Kepuasan pelanggan 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan serta mampu 

memediasi pengaruh kualitas produk, promosi, dan penanganan keluhan terhadap 

loyalitas pelanggan. Dengan demikian, peningkatan kualitas produk, efektivitas 

promosi, dan penanganan keluhan yang baik dapat meningkatkan kepuasan serta 

loyalitas pelanggan PT PLN (Persero) ULP Depok Kota. 

 

Kata kunci: kualitas produk, promosi, penanganan keluhan, kepuasan pelanggan, 

loyalitas pelanggan, SEM-PLS. 
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ABSTRACT 

 

Rosa Janatul Hira (24220073), The Influence of Product Quality, Promotion, and 

Complaint Handling on Customer Loyalty with Customer Satisfaction as an 

Intervening Variable at PT PLN (Persero) ULP Depok City 

 

This study aims to analyze the effect of product quality, promotion, and complaint 

handling on customer loyalty, with customer satisfaction serving as an intervening 

variable at PT PLN (Persero) ULP Depok Kota. The study employed a quantitative 

research method using a purposive sampling technique. The research sample 

consisted of 250 customers of PT PLN (Persero) ULP Depok Kota. Data were 

collected through questionnaires using a five-point Likert scale and analyzed using 

the Structural Equation Modeling–Partial Least Squares (SEM-PLS) approach with 

SmartPLS 4.1.1.8 software. The results indicate that product quality has a positive and 

significant effect on customer satisfaction and customer loyalty. Promotion has a 

positive and significant effect on customer satisfaction but does not have a direct 

significant effect on customer loyalty. Complaint handling has a positive and 

significant effect on both customer satisfaction and customer loyalty. Furthermore, 

customer satisfaction has a positive and significant effect on customer loyalty and 

mediates the relationships between product quality, promotion, and complaint 

handling with customer loyalty. Therefore, improving product quality, implementing 

effective promotional strategies, and providing effective complaint handling can 

enhance customer satisfaction and strengthen customer loyalty at PT PLN (Persero) 

ULP Depok Kota. 

 

Keywords: product quality, promotion, complaint handling, customer satisfaction, 

customer loyalty, SEM-PLS. 
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