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ABSTRAK

Purwadi (24210018), Pengaruh Kualitas Produk dan Promosi terhadap
Kepuasan Pelanggan serta dampaknya terhadap Loyalitas Pelanggan pada PT.
Federal International Finance Danastra Cabang Bogor

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas produk dan promosi
terhadap kepuasan pelanggan serta dampaknya terhadap loyalitas pelanggan pada
PT. Federal International Finance Danastra Cabang Bogor. Penelitian menggunakan
pendekatan kuantitatif dengan metode survei. Data diperoleh melalui penyebaran
kuesioner kepada 261 responden yang merupakan pelanggan PT. Federal
International Finance Danastra Cabang Bogor. Analisis data dilakukan menggunakan
Structural Equation Modeling-Partial Least Squares (SEM-PLS) dengan bantuan
perangkat lunak SmartPLS 4. Hasil penelitian menunjukkan bahwa kualitas produk
dan promosi berpengaruh positif serta signifikan terhadap kepuasan pelanggan.
Promosi juga terbukti berpengaruh positif dan signifikan terhadap loyalitas
pelanggan, sedangkan kualitas produk tidak berpengaruh signifikan secara langsung
terhadap loyalitas pelanggan. Kepuasan pelanggan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan serta mampu memediasi pengaruh kualitas produk dan
promosi terhadap loyalitas pelanggan. Temuan penelitian menunjukkan bahwa
peningkatan loyalitas pelanggan lebih efektif dicapai melalui terciptanya kepuasan
pelanggan dibandingkan hanya melalui peningkatan kualitas produk. Oleh karena itu,
perusahaan perlu mempertahankan kualitas produk dan mengoptimalkan strategi
promosi yang mampu meningkatkan kepuasan pelanggan sehingga loyalitas
pelanggan dapat terus ditingkatkan.

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



ABSTRACT

Purwadi (24210018), The Effect of Product Quality and Promotion on Customer
Satisfaction and Its Impact on Customer Loyalty at PT. Federal International
Finance Danastra, Bogor Branch

This study aims to analyze the influence of product quality and promotion on
customer satisfaction and their impact on customer loyalty at PT. Federal
International Finance Danastra’s Bogor Branch. The study employs a quantitative
approach using a survey method. Data were collected through a questionnaire
distributed to 261 respondents who are customers of PT. Federal International
Finance Danastra’s Bogor Branch. Data analysis was conducted using Structural
Equation Modeling-Partial Least Squares (SEM-PLS) with the assistance of
SmartPLS 4 software. The results indicate that product quality and promotions have
a positive and significant effect on customer satisfaction. Promotions were also
found to have a positive and significant effect on customer loyalty, whereas product
quality did not have a direct significant effect on customer loyalty. Customer
satisfaction has a positive and significant effect on customer loyalty and mediates the
effects of product quality and promotions on customer loyalty. The findings indicate
that increasing customer loyalty is more effectively achieved by fostering customer
satisfaction rather than solely through improving product quality. Therefore, the
company needs to maintain product quality and optimize promotional strategies that
enhance customer satisfaction so that customer loyalty can continue to be improved.

Keywords: Product Quality, Promotions, Customer Satisfaction, Customer Loyalty
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