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ABSTRAK

BOBBY ADAM REVINO, Hubungan Antara Kualitas Jasa dengan Loyalitas Pelanggan
Transjakarta pada Mahasiswa Prodi Pendidikan Tata Niaga Jurusan Ekonomi dan
Administrasi Fakultas Ekonomi Universitas Negeri Jakarta. Skripsi, Jakarta. Program
Studi Pendidikan Tata Niaga, Jurusan Ekonomi dan Administrasi, Fakultas Ekonomi,
Universitas Negeri Jakarta, Juni 2014.

Penelitian ini dilakukan di Universitas Negeri Jakarta, selama 5 bulan terhitung sejak
Januari 2014 sampai dengan Juni 2014. Tujuan dari penelitian ini adalah untuk
mengetahui apakah terdapat hubungan antara kualitas jasa dengan loyalitas pelanggan
Transjakarta pada mahasiswa Fakultas Ekonomi Jurusan Ekonomi dan Administrasi Prodi
Tata Niaga Universitas Negeri Jakarta (UNJ). Metode penelitian yang digunakan adalah
metode survey dengan pendekatan korelasional. Populasi dalam penelitian ini adalah
seluruh mahasiswa pendidikan tata niaga. Populasi terjangkaunya adalah mahasiswa
pendidikan tata niaga 2010 sebanyak 80 orang.Teknik pengambilan sampel yang
digunakan adalah teknik acak sederhana sebanyak 65 orang.

Persamaan regresi yang dihasilkan adalah Y = 65.80 + 0.409 X. Uji persyaratan analisis
yaitu uji normalitas galat taksiran regresi Y atas X dengan uji liliefors menghasilkan
Lhiwng = 0,075, sedangkan L untuk n = 65 pada taraf signifikan 0,05 adalah 0.110.
Karena Lpjune < L maka galat taksiran Y atas X berdistribusi normal. Uji liniearitas
regresi menghasilkan Fpiune < Fupe yaitu 0,79 < 1,96, sehingga disimpulkan bahwa
persamaan regresi tersebut linier. Dari uji keberartian regresi menghasilkan Fpiwung > Frapel,
yaitu 32,59 > 3,99, artinya persamaan regresi tersebut signifikan. Koefisien product
moment dari pearson menghasilkan r,, = 0.584, selanjutnya dilakukan uji keberartian
koefisien korelasi dengan menggunakan uji t dan dihasilkan thiyne = 5,71dan tgpe = 1,68.
Dengan demikian dapat disimpulkan bahwa koefisien korelasi r,, = 0.584 adalah
signifikan, jadi terdapat hubungan positif antara kualitas jasa dengan loyalitas pelanggan.
Koefisien determinasi yang diperoleh sebesar 34.10% yang menunjukan bahwa 34.10%
variasi loyalitas pelanggan ditentukan oleh kualitas jasa.

Kata kunci: Loyalitas Pelanggan, Kualitas Jasa



ABSTRACT

BOBBY ADAM REVINO. The Correlation between Service Quality with
Customer _Lovalty Transjakarta _at The Students Program of Commerce
Education, Economic _and Administration Department, Faculty of Economics,
State University of Jakarta. Thesis, Jakarta. Study Program of Commerce
Education, Economic and Administration Department, Faculty of Economics,
State University of Jakarta, June 2014.

The aim of this research is to find the possibility a possitive correlation between
service quality with customer loyalty Transjakarta at The Students Program of
Commerce Education, Economic and Administration Department, Faculty of
Economics, State University of Jakarta (U NJ). The research used survey method
with the correlational approach. The research was conducted at State University
of Jakarta for five months from January 2014 until June 2014. The population in
this study are students Program of Commerce Education, where as the possible
populations were 80 students. The technique which is used in gathering the
sample was simple random sampling about 65 students.

According to statistical computation, the regression equation is Y = 65.80 + 0.409
X. Test requirements analysis of the normality test error of estimated regression of
YonX (Y- f) to produce Loy liliefors test = 0,075, while the L. for n = 65 at
0,05 significant level is 0,110. Because the Lcoun < Lupie then an error of estimated
regression of Y on X (Y — Y) is normally distributed. Testing linearity of
regression produces Foouni < Fupie 1S Feounr = 0,79 < Fipe = 1,96, so it was
concluded that the linear equation regression. From test significance regression
produces Feount > Fiapie, Which is Feoyne = 32,59 > Fiape = 3,99, meaning that the
regression equation is significant. Product Moment correlation coefficient of
Pearson generating ry, = 0,584, it indicates there’s a positive correlation between
service quality with customer loyalty. There after performed the test significance
correlation coefficient using the t-test and the resulting t.oun > tiapie, Which is teoun
=571 > type = 1,68. It can be concluded that the correlation between service
quality with customer loyalty is significant. The coefficient of determination
obtained for 34,10% which shows that 34,10% of the variation of customer loyalty
is determined by the service quality.

The result of this research has proved the existence of a positive and significant
correlation between service quality with customer loyalty.

Keywords: Service quality, Customer loyalty
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