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ABSTRAK 

 

 

Vriska Naya Jullistia (24220020), Pengaruh Kualitas Layanan Dan Kepuasan 

Pelanggan Terhadap Loyalitas Pelanggan Bus Gunung Harta Rute Jakarta-

Bali 

 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan dan kepuasan 

pelanggan terhadap loyalitas pelanggan Bus Gunung Harta rute Jakarta-Bali. 

Penelitian menggunakan pendekatan kuantitatif dengan metode survei terhadap 

pelanggan Bus Gunung Harta yang pernah menggunakan layanan rute Jakarta-Bali. 

Data dikumpulkan melalui penyebaran kuesioner menggunakan skala Likert dan 

dianalisis menggunakan metode Structural Equation Modeling-Partial Least Squares 

(SEM-PLS) dengan bantuan aplikasi SmartPLS. Hasil penelitian menunjukkan 

bahwa kualitas layanan berpengaruh positif namun tidak signifikan terhadap 

loyalitas pelanggan. Sementara itu, kepuasan pelanggan berpengaruh positif dan 

signifikan terhadap loyalitas pelanggan. Temuan ini menunjukkan bahwa loyalitas 

pelanggan lebih dipengaruhi oleh tingkat kepuasan yang dirasakan dibandingkan 

kualitas layanan secara langsung. Oleh karena itu, PO Gunung Harta perlu 

memprioritaskan upaya peningkatan kepuasan pelanggan melalui peningkatan 

kualitas pelayanan, ketepatan informasi, kenyamanan armada, responsivitas petugas, 

serta pemeliharaan fasilitas agar loyalitas pelanggan dapat terus meningkat. 

 

Kata Kunci: Kualitas Layanan, Kepuasan Pelanggan, Loyalitas Pelanggan, Bus 

Gunung Harta, SEM-PLS. 
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ABSTRACT 

 

 

Vriska Naya Jullistia (24220020), The Influence of Service Quality and Customer 

Satisfaction on Customer Loyalty of Gunung Harta Bus on the Jakarta-Bali Route 

 

 

This study aims to analyze the influence of service quality and customer satisfaction 

on customer loyalty among Gunung Harta Bus passengers on the Jakarta-Bali route. 

The research employed a quantitative approach using a survey method involving 

customers who had used the Jakarta-Bali route service. Data were collected through 

a Likert-scale questionnaire and analyzed using the Structural Equation Modeling-

Partial Least Squares (SEM-PLS) method with SmartPLS software. The results 

indicate that service quality has a positive but insignificant effect on customer 

loyalty. Meanwhile, customer satisfaction has a positive and significant effect on 

customer loyalty. These findings demonstrate that customer loyalty is more strongly 

influenced by customer satisfaction than by service quality directly. Therefore, 

Gunung Harta Bus should prioritize strategies aimed at enhancing customer 

satisfaction by improving service quality, providing accurate travel information, 

maintaining passenger comfort, increasing staff responsiveness, and ensuring the 

proper condition of service facilities to strengthen customer loyalty. 

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

Harta Bus, SEM-PLS. 
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