
Pengaruh Kepuasan Konsumen dan Kinerja Produk (Saparso dan Jesfer) 31

PENGARUH KEPUASAN KONSUMEN DAN KINERJA 
PRODUK TERHADAP LOYALITAS KONSUMEN 
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Abstract: 7KLV�VWXG\�ZDV�DLPHG�DW�GHWHUPLQLQJ�WKH�LQÀXHQFHV�RI�FRQVXPHU�VDWLVIDF-

WLRQ�DQG�SURGXFW�SHUIRUPDQFH�RQ�FXVWRPHU�OR\DOW\�RI�+RQGD�PRWRUF\FOHV��7KH�UHVHDUFK�

VWXGLHG�WKH�FRQJUHJDWLRQ�RI�*.<�0DQJJD�%HVDU�FKXUFK�ZKR�URGH�+RQGD�PRWRUF\FOHV��

7KLV�UHVHDUFK�XVHG�GHVFULSWLYH�PHWKRG��DQG�WKH�PHWKRGV�XVHG�WR�DQDO\]H�WKH�GDWD�

LQFOXGHG� WKH�VLPSOH� UHJUHVVLRQ�PHWKRG�DQG�PXOWLSOH�FRUUHODWLRQ��7KH� UHVXOWV�RI� UH-

VHDUFK�LQGLFDWHG�WKDW��&RQVXPHU�6DWLVIDFWLRQ�RI�W�FRXQW�!�W�WDEOH�RU��������!��������VR�

WKHUH�ZDV�VLJQL¿FDQW�LQÀXHQFH�EHWZHHQ�FXVWRPHU�VDWLVIDFWLRQ�DQG�FXVWRPHU�OR\DOW\��

3HUIRUPDQFH�3URGXFWV��W�FRXQW�!�W�WDEOH�RU������!�������LQGLFDWHG�WKDW�WKHUH�ZDV�D�

VLJQL¿FDQW�LQÀXHQFH�EHWZHHQ�SURGXFW�SHUIRUPDQFH�DQG�FXVWRPHU�OR\DOW\�LQ�ULGLQJ�+RQGD�

PRWRUF\FOHV��&XVWRPHU�VDWLVIDFWLRQ�DQG�SURGXFW�SHUIRUPDQFH�RQ�FXVWRPHU�OR\DOW\�RI�

+RQGD�PRWRUF\FOH�ZLWK�WKH�UHVXOWV�RI�)�FRXQW!�)�WDEOH��������!�������VKRZHG�WKDW�

WKHUH�ZDV�D�VLJQL¿FDQW�LQÀXHQFH�EHWZHHQ�FXVWRPHU�VDWLVIDFWLRQ�DQG�SURGXFW�SHUIRU-

PDQFH�RQ�FXVWRPHU�OR\DOW\�RI�+RQGD�PRWRUF\FOHV��)URP�WKH�DERYH�UHVXOWV��LW�FDQ�EH�

FRQFOXGHG�WKDW�FXVWRPHU�VDWLVIDFWLRQ�DQG�SURGXFW�SHUIRUPDQFH�KDYH�D�VLJQL¿FDQW�LP-

SDFW�RQ�FRQVXPHU�OR\DOW\��7KHUHIRUH��ZKHQ�FRQVXPHUV�IHHO�VDWLV¿HG�DQG�WKH�SURGXFW�

SHUIRUPDQFH�LV�EHWWHU��WKH�OHYHOV�RI�FXVWRPHU�OR\DOW\�ZLOO�LQFUHDVH�

.H\ZRUGV��.HSXDVDQ�.RQVXPHQ��.LQHUMD�3URGXN��'DQ�/R\DOLWDV�.RQVXPHQ

PENDAHULUAN

Akhir-akhir ini penjualan sepeda motor di Indonesia mengalami peningkatan 

\DQJ�VLJQL¿NDQ�GHQJDQ�SHUWXPEXKDQ�HNRQRPL�GLSUHGLNVL���SHUVHQ�SDGD�WDKXQ�������

GDQ�SHQMXDODQ�VHSHGD�PRWRU�GLSHUNLUDNDQ�DNDQ�QDLN�NXUDQJ�OHELK������GLEDQGLQJNDQ�

GHQJDQ�WDUJHW�SHQMXDODQ�WDKXQ������\DLWX�VHEHVDU�����MXWD�XQLW��.HQDLNDQ�SHQMXDODQ�

RWRPRWLI� VHSHUWL� VHSHGD�PRWRU� LQL�� WLGDN� NDUHQD�SHUWXPEXKDQ�HNRQRPL� VDMD� WHWDSL�

MXJD�VHEDE�ODLQ�VHSHUWL�MDODQ�VHPDNLQ�PDFHW��PHQJJXQDNDQ�WUDQVSRUWDVL�XPXP��EXV��

VHPDNLQ�WLGDN�H¿VLHQ��VHKLQJJD�EDQ\DN�SHNHUMD�\DQJ�EHUDOLK�NH�NHQGDUDDQ�\DQJ�OHELK�

SULEDGL��OHELK�FHSDW��OHELK�H¿VLHQ�GDQ�KDUJDQ\D�OHELK�WHUMDQJNDX�VHEDJDL�DODW�WUDQV-

SRUWDVLQ\D��\DLWX�VHSHGD�PRWRU��3HQFDSDLDQ�VHPHQWDUD�SHQMXDODQ�VHSHGD�PRWRU�GDUL�

EHUEDJDL�PHUHN�WDKXQ������GDSDW�GLOLKDW�SDGD�WDEHO�GLEDZDK�LQL�
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TABEL 1: PENJUALAN SEPEDA MOTOR

Merek Bebek Skuter Sport Total

Honda ��������� ������� ������� ���������

Yamaha ��������� ��������� ������� ���������

Suzuki ������� ������� ������ �������

.DZDVDNL ������ - ������ ������

Kanzen ����� - - �����

Total ��������� ��������� ������� ���������

3UHVHQWDVH ����� ����� ���� ���

�6XPEHU��KWWS���RWRPRWLJ�NRPSDV�FRP�

'DUL�VXPEHU�\DQJ�ODLQ�GLSHUROHK���GDWD�SHQMXDODQ�VHSHGD�PRWRU�QDVLRQDO�VHSDQ-

MDQJ�WDKXQ�������VHFDUD�XPXP��+RQGD�PDVLK�PHQMDGL�PDUNHW�OHDGUH����������3RVLVL�

NHGXD�GLWHPSDWL�ROHK�<DPDKD�GHQJDQ�SHQMXDODQ�������MXWD�XQLW�GHQJDQ�PHQJJHQJJDP�

�������SDQJVD�SDVDU��3RVLVL�NHWLJD�GLWHPSDWL�ROHK�6X]XNL�GHQJDQ�SHQMXDODQ���������

XQLW�GHQJDQ�PHQJHPSLW���������6LVDQ\D��GLSHUHEXWNDQ�PHUHN�ODLQ�VHSHUWL�.DZDVDNL�

GDQ�EHEHUDSD�PHUHN�&KLQD�GHQJDQ�WRWDO�SHQMXDODQ��������XQLW�

Yang menarik untuk ditelaah dalam penjualan sepeda motor ini adalah mulai 

WHUNLNLVQ\D�SDQJVD�SDVDU�+RQGD�ROHK�<DPDKD��6DPSDL�DNKLU�WDKXQ������±�DQ�+RQGD�

PDVLK�GRPLQDQ�PHQJXDVDL�SDVDU�VHSHGD�PRWRU�LQL��WHWDSL�<DPDKD�GHQJDQ���LQRYDVL�

SURGXN� \DQJ� VDQJDW� FDQWLN� XQWXN�PHPELGLN� FHUXN�SDVDU� \DQJ�SDV��0LR� �<DPDKD��

VDQJJXS�PHQRKRN�GRPLQDVL�SDVDU�\DQJ�GLNXDVDL�ROHK�+RQGD��$NKLUQ\D�+RQGD�VHGLNLW�

GHPL�VHGLNLW�SDVDUQ\D�PXODL�EHUNXUDQJ��VHSHUWL�WLGDN�DGD�DUWLQ\D�GHIIHUHQVLDVL�SURGXN�

\DQJ�GLODNXNDQ�

%HUGDVDUNDQ�XUDLDQ�GLDWDV��SHQHOLWLDQ�LQL�GLODNXNDQ�XQWXN�PHQJHYDOXDVL�SHQJD-

ruh kepuasan konsumen dan kinerja produk terhadap loyalitas konsumen sepeda 

PRWRU�PHUHN�+RQGD�

PERUMUSAN MASALAH

0DVDODK�\DQJ�DNDQ�GLSXSX�GDODP�SHQHOLWLDQ�LQL�DGDODK��DSDNDK�DGD�SHQJDUDK�

DQWDUD�NHSXDVDQ�NRQVXPHQ�GDQ�NLQHUMD�SURGXN�WHUKDGDS�OR\DOLWDV�NRQVXPHQ��$QDOLVLV�

DNDQ�GLODNXNDQ�VHFDUD�SDUVLDO�PDXSXQ�EHUJDQGD�

LANDASAN TEORI

Pengertian Produk

3URGXN�DGDODK�VHJDOD�VHVXDWX�\DQJ�GLWDZDUNDQ�NHSDVDU�XQWXN�GLSHUKDWLNDQ��

GLPLOLNL��GLJXQDNDQ�DWDX�GLNRQVXPVL�GDQ�GDSDW�PHPXDVNDQ�NHLQJLQDQ�DWDX�NHEXWX-

KDQ�ROHK�SHQJJXQD�SURGXN�WHUVHEXW��3URGXN�MXJD�PHQFDNXS�REMHN�¿VLN��MDVD��RUDQJ��

WHPSDW�RUJDQLVDVL�GDQ�JDJDVDQ��.RWOHU�GDQ�$PVWURQJ��������������0HQXUXW�=LPPHUHU�

GDQ�6FDUERURXJK������������SURGXN�DGDODK�EDUDQJ�DWDX�MDVD�\DQJ�GLJXQDNDQ�XQWXN�

PHPXDVNDQ�NHEXWXKDQ�GDQ�NHLQJLQDQ�NRQVXPHQ��/HELK�OXDV�ODJL�EDKZD�SURGXN�DGDODK�

DSD�VDMD�\DQJ�GLWDZDUNDQ�NH�SDVDU�XQWXN�GLSHUWDKDQNDQ��GLSHUROHK��GLJXQDNDQ�DWDX�
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GLNRQVXPVL�\DQJ�GDSDW�PHPHQXKL�NHEXWXKDQ�GDQ�NHLQJLQDQ��.RWOHU��������

3URGXN�DGDODK�VHNXPSXODQ�DWULEXW�\DQJ�Q\DWD��WDQJLEOH��dan tidak nyata (intan-

JLEOH��GL�GDODPQ\D�VXGDK�WHUFDNXS�ZDUQD��KDUJD��NHPDVDQ��SUHVWLYH�SDEULN��SUHVWLYH�

SHQJHFHU�GDQ�SHOD\DQDQ�GL�SDEULN�VHUWD�SHQJHFHU�\DQJ�PXQJNLQ�GLWHULPD�ROHK�SHPEHOL�

VHEDJDL�VHVXDWX�\DQJ�ELVD�PHPXDVNDQ�NHLQJLQDQQ\D��.RWOHU�������/HELK�ODQMXW�.RWOHU�

GDQ�$PVWURQJ������������PHQJDWDNDQ�EDKZD��SHQJHPEDQJDQ�VXDWX�SURGXN�DWDX�MDVD�

PHOLEDWNDQ�SHQHQWXDQ�PDQIDDW�\DQJ�DNDQ�GLEHULNDQ��0DQIDDW�LQL�KDUXV�GL�NRPXQLND-

VLNDQ�EHULNXW�NXDOLWDV��¿WXU�GDQ�UDQFDQJDQ�SURGXN�\DQJ�PXQJNLQ�GDSDW�PH\DNLQNDQ�

NRQVXPHQ��$WULEXW�SURGXN�MXJD�PHUXSDNDQ�NHVHOXUXKDQ�IDNWRU�\DQJ�GLSHUWLPEDQJNDQ�

NRQVXPHQ�GDODP�PHPEHOL�DWDX�PHPLOLK�VXDWX�SURGXN��3HQJHUWLDQ�DWULEXW�SURGXN�PHQ��3HQJHUWLDQ�DWULEXW�SURGXN�PHQ-

XUXW�)DQG\�7MLSWRQR������������DGDODK�XQVXU�XQVXU�SURGXN�\DQJ�GLSDQGDQJ�SHQWLQJ�

ROHK�NRQVXPHQ�GDQ�GLMDGLNDQ�VHEDJDL�GDVDU�SHQJDPELODQ�NHSXWXVDQ��0HQXUXW�.RWOHU�

GDQ�$UPVWURQJ�������������DWULEXW�SURGXN�DGDODK�NDUDNWHULVWLN�\DQJ�PHOHQJNDSL�IXQJVL�

GDVDU�SURGXN��XQVXU�XQVXU�LWX�WHUGLUL�GDUL�

1.  Kualitas Produk

 Kualitas produk adalah kemampuan suatu produk untuk melakukan fungsi-

IXQJVLQ\D��%LOD� VXDWX� SURGXN� WHODK�GDSDW�PHQMDODQNDQ� IXQJVL�IXQJVLQ\D�GDSDW�

GLNDWDNDQ� VHEDJDL� SURGXN� \DQJ�PHPLOLNL� NXDOLWDV� \DQJ� EDLN��0HQXUXW� .RWOHU�

$UPVWURQJ�������������NHEDQ\DNDQ�SURGXN�GLVHGLDNDQ�SDGD�VDWX�GLDQWDUD�HPSDW�

WLQJNDWDQ�NXDOLWDV��\DLWX���NXDOLWDV�UHQGDK��NXDOLWDV�UDWD�UDWD�VHGDQJ��NXDOLWDV�EDLN�

GDQ�NXDOLWDV�VDQJDW�EDLN��%HEHUDSD�GDUL�DWULEXW�GLDWDV�GDSDW�GLXNXU�VHFDUD�REMHNWLI��

Namun demikian dari sudut pemasaran kualitas harus diukur dari sisi persepsi 

SHPEHOL�WHQWDQJ�NXDOLWDV�SURGXN�WHUVHEXW��6WDQWRQ����������������PHQ\DWDNDQ�

EDKZD�SHUKDWLDQ�SDGD�NXDOLWDV�SURGXN�PDNLQ�PHQLQJNDW�NDUHQD�NHOXKDQ�NRQVXPHQ�

VHODPD�EHEHUDSD�WDKXQ�EHODNDQJDQ�LQL��+DO�LQL�WHUMDGL�NDUHQD�NHOXKDQ�NRQVXPHQ�

PDNLQ�ODPD�PDNLQ�WHUSXVDW�SDGD�NXDOLWDV�\DQJ�EXUXN�GDUL�SURGXN��EDLN�EDKDQQ\D�

PDXSXQ�SHNHUMDDQQ\D��2OHK�NDUHQD� LWX� NXDOLWDV�DGDODK�VDODK�VDUX�DODW�XWDPD�

XQWXN�SRVLWLRQLQJ�PHQHWDSNDQ�SRVLVL�EDJL�SHPDVDU��.RWOHU�GDQ�$UPVWURQJ�������

������

2.  Fitur Produk

� 0HQXUXW�.RWOHU�GDQ�$PVWURQJ������������¿WXU�SURGXN�DGDODK�DODW�EHUVDLQJ�XQWXN�

PHPEHGDNDQ�SURGXN�SHUXVDKDDQ�GDUL�SURGXN�SHVDLQJ��0HQMDGL�SURGXVHQ�\DQJ�

SHUWDPD�NDOL�PHPSHUNHQDONDQ�¿WXU�EDUX�\DQJ�GLEXWXKNDQ�GDQ�EHUQLODL�PHUXSDNDQ�

VDODK�VDWX�FDUD�\DQJ�SDOLQJ�HIHNWLI�GDODP�EHUVDLQJ��6HEDJLDQ�EHVDU�SURGXN�GDSDW�

GLWDZDUNDQ��GHQJDQ�EHUEDJDL�¿WXU�DWDX�NHLVWLPHZDDQ�\DQJ�EHUEHGD�EHGD��\DNQL�

NDUDNWHULVWLN�\DQJ�PHOHQJNDSL�IXQJVL�GDVDU�SURGXN����&UDYHQV������������� MXJD�

PHQJDWDNDQ�EDKZD�¿WXU�GDSDW�GLJXQDNDQ�VHEDJDL�VDUDQD�XQWXN�PHPEHGDNDQ�

VXDWX�PHUHN�GDUL�SHVDLQJQ\D�

3.  Desain Produk

� &DUD�ODLQ�XQWXN�PHQDPEDK�QLODL�NRQVXPHQ�DGDODK�PHODOXL�GHVDLQ�DWDX�UDQFDQJDQ�

SURGXN�\DQJ�EHUEHGD�GDUL�\DQJ�ODLQ��.RWOHU�GDQ�$UPVWURQJ���������'HVDLQ�PHUX-

SDNDQ�WRWDOLWDV�NHLVWLPHZDDQ�\DQJ�PHPSHQJDUXKL�SHQDPSLODQ�GDQ�IXQJVL�VXDWX�

SURGXN�GDUL�VHJL�NHEXWXKDQ�NRQVXPHQ�'HVDLQ�PHUXSDNDQ�UDQFDQJDQ�EHQWXN�GDUL�
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VXDWX�SURGXN�\DQJ�GLODNXNDQ�DWDV�GDVDU�SDQGDQJDQ�EDKZD�EHQWXN�GLWHQWXNDQ�

ROHK�IXQJVL�GLPDQD�GHVDLQ�PHPSXQ\DL�NRQWULEXVL�WHUKDGDS�PDQIDDW�GDQ�VHNDOLJXV�

PHQMDGL�GD\D�WDULN�SURGXN�NDUHQD�VHODOX�PHPSHUWLPEDQJNDQ�IDNWRU�IDNWRU�HVWHWLND��

HUJRQRPLV��EDKDQ�GDQ�ODLQ�ODLQ��'HVDLQ�DWDX�UDQFDQJDQ�\DQJ�EDLN�GDSDW�PHQDULN�

SHUKDWLDQ��PHQLQJNDWNDQ�NLQHUMD�SURGXN��PHQJXUDQJL�ELD\D�SURGXN�GDQ�PHPEHUL�

NHXQJJXODQ�EHUVDLQJ�\DQJ�NXDW�GL�SDVDU�VDVDUDQ�

Kinerja Produk

.LQHUMD�SURGXN�DGDODK�VXDWX�QLODL��IXQJVL�DWDX�KDVLO�\DQJ�GLSHUROHK�GDUL�VXDWX��

EDUDQJ�DWDX�MDVD��.RQVXPHQ�DNDQ�PHPEHOL�VXDWX�EDUDQJ�DWDX�MDVD�DNDQ��PHOLKDW�

QLODL�GDQ� IXQJVL�\DQJ�DNDQ�PHUHND�GDSDWNDQ�GDUL�SURGXN� WHUVHEXW��0HQXUXW�.RWOHU�����������

�������������VHEDJLDQ�EHVDU�SURGXN�GLEDQJXQ�PHQXUXW�VDODK�VDWX�GDUL�HPSDW�OHYHO�

NLQHUMD���UHQGDK��UDWD�UDWD��WLQJJL�GDQ�XQJXO��0XWX�NLQHUMD�DGDODK�OHYHO�EHUODNXQ\D���ND-

UDNWHULVWLN�GDVDU�SURGXN��DWDX�PHQJDFX�SDGD�OHYHO�GLPDQD�NDUDNWHULVWLN�GDVDU�SURGXN�

LWX�EHURSHUDVL��6HEHUDSD�EDLN�SURGXN�GDSDW�PHQJLPSOHPHQWDVLNDQ�IXQJVL�IXQJVL�\DQJ�

GLWXJDVNDQ�WHUKDGDS�VXDWX�SURGXN��8ULFK�������������

Kepuasan Konsumen

.HSXDVDQ�DGDODK�WLQJNDW�SHUDVDDQ�VHVHRUDQJ�VHWHODK�PHPEDQGLQJNDQ�NLQHUMD�

�KDVLO��\DQJ�GLUDVDNDQ�GHQJDQ�KDUDSDQQ\D��3URGXN�DWDX�MDVD�\DQJ�ELVD�PHPXDVNDQ�

DGDODK�SURGXN�GDQ�MDVD�\DQJ�VDQJJXS�PHPEHULNDQ�VHVXDWX�\DQJ�GLFDUL�ROHK�NRQVXPHQ�

VDPSDL�SDGD�WLQJNDW�FXNXS��+DQG\�,UDZDQ�����������.HSXDVDQ�NRQVXPHQ�PHUXSDNDQ�

tolak ukur yang harus diperhatikan perusahaan dalam mempertahankan konsumennya 

PDVLQJ�PDVLQJ��6HODLQ�LWX��NHSXDVDQ�NRQVXPHQ�DGDODK�SHUDVDDQ��VHQDQJ�DWDX�NH-

FHZD�VHVHRUDQJ�PXQFXO�VHWHODK�PHPEDQGLQJNDQ�DQWDUD�SHUVHSVL��NHVDQQ\D�WHUKDGDS�

NLQHUMD��DWDX�KDVLO��VXDWX�SURGXN�GDQ�KDUDSDQ�±�KDUDSDQQ\D��-DGL�WLQJNDW�NHSXDVDQ�

NRQVXPHQ�PHUXSDNDQ�IXQJVL�GDUL�SHUEHGDDQ�DQWDU�NLQHUMD�\DQJ�GLUDVDNDQ�GHQJDQ�

KDUDSDQ�DSDELOD�NLQHUMD�GLEDZDK�KDUDSDQ��PDND�SHODQJJDQ�DNDQ�NHFHZD��%LOD�NLQHUMD�

VHVXDL�GHQJDQ�KDUDSDQ�PDND�SHODQJJDQ�DNDQ�SXDV��6HGDQJNDQ�ELOD�NLQHUMD�PHOHELKL�

KDUDSDQ�PDND�SHODQJJDQ�DNDQ�VDQJDW�SXDV�

3HUXVDKDDQ�KDUXV�ELVD�EHUXVDKD�XQWXN�PHPHQXKL�DSD�\DQJ�GLKDUDSNDQ�ROHK�

NRQVXPHQ�WHUKDGDS�SURGXN�DWDX�MDVD�\DQJ�PHUHND�WDZDUNDQ�MLND�PHUHND�LQJLQ�NRQ-

VXPHQ�PHUHND�PHUDVD�SXDV�WHUKDGDS�DSD�\DQJ�PHUHND�WDZDUNDQ��

Semakin puasnya konsumen maka akan semakin sering juga konsumen mela-

NXNDQ�SHPEHOLDQ�XODQJ�WHUKDGDS�SURGXN�DWDX�MDVD�\DQJ�GLWDZDUNDQ�ROHK�SHUXVDKDDQ�

dengan demikian perusahaan akan mendapatkan pelanggan yang setia  dimana 

SHODQJJDQ�\DQJ�VHWLD�WHUVHEXW�ELVD�GLMDGLNDQ�VDQGDUDQ�NHKLGXSDQ�SHUXVDKDDQ�

0HQXUXW�)DQG\�7MLSWRQR����������NHSXDVDQ�.RQVXPHQ�DNDQ�WHUFDSDL�ELOD�VHWHODK�

PHQJNRQVXPVL�VXDWX�EDUDQJ�DWDX�MDVD��\DQJ�GLUDVDNDQ�.RQVXPHQ�PHPHQXKL�DWDX�

PHODPSDXL�KDUDSDQQ\D��6HGDQJNDQ�PHQXUXW�+DQG\�,UDZDQ����������SHUVHSVL�WHUKDGDS�

SURGXN�DWDX�MDVD�\DQJ�WHODK�PHPHQXKL�KDUDSDQQ\D��-DGL�.RQVXPHQ�DNDQ�SXDV�MLND�

SHUVHSVLQ\D�VDPD�DWDX�OHELK�GDUL�\DQJ�GLKDUDSNDQ��.HSXDVDQ�NRQVXPHQ�DGDODK�VXDWX�

rangkuman kondisi psikologis yang dihasilkan ketika emosi yang mengelilingi harapan 

\DQJ�WLGDN�FRFRN�GLOLSDWJDQGDNDQ�ROHK�SHUDVDDQ���SHUDVDDQ�\DQJ�WHUEHQWXN�GDODP�

NRQVXPHQ�WHQWDQJ�SHQJDODPDQ�SHQJRQVXPVLDQ��3HWHU�GDQ�2OVRQ������������

3DGD�GDVDUQ\D�SHQJHUWLDQ�NHSXDVDQ�SHODQJJDQ�PHQFDNXS�SHUEHGDDQ�DQWDUD�
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KDUDSDQ�GDQ�NLQHUMD�DWDXSXQ�KDVLO� \DQJ�DNDQ�GLUDVDNDQ��(QJHO�GDQ�3DZLWUD� \DQJ�

GLNXWLS�GDUL�)DQG\�7MLSWRQR�����������PHQJDWDNDQ�EDKZD�SHQJHUWLDQ�WHUVHEXW�GDSDW�

diterapkan dalam penilaian kepuasan atau ketidakpuasan terhadap suatu perusahaan 

WHUWHQWX�NDUHQD�NHGXDQ\D�EHUNDLWDQ�HUDW�GHQJDQ�NRQVHS�NHSXDVDQ�SHODQJJDQ��

%DJDLPDQD�SHUXVDKDDQ�GDSDW�PHPEHULNDQ�EDWDVDQ�WHQWDQJ�NHSXDVDQ�SHODQJ-

JDQ��.HSXDVDQ�SHODQJJDQ� WLGDN�EHUDUWL�PHPEHULNDQ�NHSDGD�SHODQJJDQ��DSD�\DQJ�

GLSHUNLUDNDQ�GLVXNDL�ROHK�SHODQJJDQ��,QL�EHUDUWL�SHUXVDKDDQ�KDUXV�PHPEHULNDQ�DSD�

\DQJ�VHEHQDUQ\D�PHUHND�LQJLQNDQ��ZDQW���NDSDQ��ZKHQ���GDQ�FDUD�PHUHND�PHPSHU-

ROHKQ\D��WKH�ZD\�WKH\�ZDQW�LW��

.LWD�GDSDW�PHPEHGDNDQ�WLQJNDW�NHSXDVDQ�SHODQJJDQ�PHQMDGL����WLJD��\DLWX�

0HQHPXNDQ�NHEXWXKDQ�SRNRN�SHODQJJDQ��WKH�EDVLF�WKH�FXVWRPHU�QHHGV��D��

0HQFDUL�WDKX�DSD�\DQJ�VHEHQDUQ\D�PHQDMDGL�KDUDSDQ�SHODQJJDQ��VHKLQJJD�PHU-E��

HND�PDX�NHPEDOL�GDWLQJ�NHSDGD�NLWD�

6HODOX�PHPSHUKDWLNDQ�DSD�\DQJ�PHQMDGL�KDUDSDQ�SHODQJJDQ��ODNXNDQ�PHOHELKL�F��

VHSHUWL�DSD�\DQJ�GLKDUDSNDQ�SHODQJJDQ�

Loyalitas Konsumen

0HQXUXW�2OVRQ��������OR\DOLWDV�SHODQJJDQ�PHUXSDNDQ�GRURQJDQ�SHULODNX�XQWXN�

PHODNXNDQ�SHPEHOLDQ�VHFDUD�EHUXODQJ�XODQJ�GDQ�XQWXN�PHPEDQJXQ�NHVHWLDDQ�SH-

ODQJJDQ�WHUKDGDS�SURGXN�DWDX�MDVD�\DQJ�GLKDVLONDQ�ROHK�EDGDQ�XVDKD�WHUVHEXW�PHP-

EXWXKNDQ�ZDNWX�\DQJ�ODPD�PHODOXL�VXDWX�SURVHV�SHPEHOLDQ�VHFDUD�EHUXODQJ�XODQJ��

3HODQJJDQ�\DQJ�OR\DO�PHPLOLNL�SUDVDQJND�VSHVL¿N�PHQJHQDL�DSD�\DQJ�DNDQ�GLEHOL�GDQ�

GDUL�VLDSD��3HPEHOLQ\D�EXNDQ�GDUL�SHULVWLZD�DFDN��6HODLQ�LWX��OR\DOLWDV�PHQXQMXNDQ�GDUL�

NRQGLVL��GDQ�GXUDVL�ZDNWX�WHUWHQWX�GDQ�PDV\DUDNDW�EDKZD�WLQGDNDQ�SHPEHOLDQ�WHUMDGL�

WLGDN�NXUDQJ�GDUL�GXD�NDOL��0XVDQWR��������

'XD�NRQGLVL�SHQWLQJ�\DQJ�EHUKXEXQJDQ�GHQJDQ�OR\DOLWDV�DGDODK�UHWHQVL�SHODQJ-

JDQ��FRXVWRPHU� UHWHQWLRQ��GDQ� WRWDO�SDQJVD�SHODQJJDQ� �WRWDO�VKDUH�RI�FRXVWRPHU���

Tingkat retensi pelanggan adalah persentase pelanggan yang telah memenuhi sejum-

ODK�SHPEHOLDQ�XODQJ�VHODPD�SHULRGH�ZDNWX�\DQJ�WHUEDWDV��3DQJVD�SDVDU�SHODQJJDQ�

adalah suatu perusahaan menunjukan persentase dari anggaran pelanggan yang 

GLEHODQMDNDQ�NH�SHUXVDKDDQ��WHUVHEXW�

3HODQJJDQ�PHQMDGL�VHWLD�ELDVDQ\D�EXNDQ�GLVHEDENDQ�VDODK�VDWX�DVSHN�GDODP�

SHUXVDKDDQ�VDMD��WHWDSL�ELDVDQ\D�SHODQJJDQ�PHQMDGL�VHWLD�NDUHQD�³SDNHW´�\DQJ�GL-

WDZDUNDQ�VHSHUWL�SURGXN��SHOD\DQDQ��GDQ�KDUJD��.ULWHULD�XQWXN�PHQJLGHQWL¿NDVLNDQ�

SHODQJJDQ�VHWLD��\DLWX�

.HLQJLQDQ�XQWXN�PHPEHOL�SURGXN�DWDX�MDVD�GDUL�SHUXVDKDDQ�GDQ�PHPEHUL�SHUKDWLDQ����

\DQJ�OHELK�VHGLNLW�NHSDGD�SURGXN�DWDX�MDVD�\DQJ�GLWDZDUNDQ�ROHK�SHVDLQJ�

0HUHNRPHQGDVLNDQ�SHUXVDKDDQ��SURGXN��SHOD\DQDQ�SHUXVDKDDQ�GDUL�PXOXW�NH����

PXOXW�NHSDGD�RUDQJ�ODLQ�

0HPEHOL� OHELK� EDQ\DN� NHWLND� SHUXVDKDDQ�PHPSHUNHQDONDQ� SURGXN� EDUX� GDQ����

PHPSHUEDKDUXL�SURGXN�SURGXN�\DQJ�DGD�

0HPELFDUDNDQ�KDO�KDO�\DQJ�EDLN�WHWDQJ�SHUXVDKDDQ�GDQ�SURGXN�SURGXNQ\D����

NXUDQJ�SHND�WHUKDGDS�KDUJD�GDQ�WLQGDNDQ�SURDNWLI�XQWXN�PHPEHULNDQ�VDUDQ�SURGXN����

DWDX�MDVD�NHSDGD�SHUXVDKDDQ�
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Kerangka Pikir

� 6HFDUD�JDULV�EHVDU�SHQHOLWLDQ�LQL�WHUGLUL�GDUL�GXD�YDULDEHO��

9DULDEHO�WHULNDW����� GHSHQGHQW�YDULDEOH��\DQJ�PHUXSDNDQ�OR\DOLWDV�NRQVXPHQ�VHSHGD�

PRWRU�+RQGD�

9DULDEHO�EHEDV���� �LQGHSHQGHQW�YDULDEOH��\DQJ�WHUGLUL�GDUL�NHSXDVDQ�NRQVXPHQ�GDQ�

NLQHUMD�SURGXN�\DLWX�NHSXDVDQ�GDQ�NLQHUMD�SURGXN�PRWRU�PHUHN�+RQGD�

METODE PENELITIAN

'DODP�SHQHOLWLDQ�LQL��SHQXOLV�KDQ\D�PHQJJXQDNDQ�GDWD�SULPHU�\DQJ�GLSHUROHK�

ODQJVXQJ�GDUL�RE\HN�SHQHOLWLDQ���3HQJXPSXODQ�GDWD���GLODNXNDQ�GHQJDQ�PHQJJXQD-

NDQ�NXHVLRQHU����GHQJDQ�FDUD�PHQ\DPSDLNDQ�GDIWDU�SHUWDQ\DDQ��NXHVLRQHU��NHSDGD�

responden disemua kalangan pengguna sepeda motor Honda khususnya jemaat 

*.<�MHPDDW�PDQJJD�EHVDU���-DNDUWD�%DUDW��&DUD�XQWXN�SHQJDPELODQ�VDPSOH�SDGD�

NXHVLRQHU�LQL��DGDODK�NHSDGD�VHWLDS�SHQJJXQD�VHSHGD�PRWRU�+RQGD�SDGD�NHEDNWLDQ�

KDUL�PLQJJX�\DQJ�EHUODQVXQJ�VHODPD���NHEDNWLDQ��NXUDQJ�OHELK�VDWX�EXODQ���6DPSOH�

\DQJ�GLJXQDNDQ�DGDODK�VHEDQ\DN�����RUDQJ���

0HWRGH�SHQJXPSXODQ�GDWD� SULPHU� GLSHUROHK�GHQJDQ�PHQJJXQDNDQ�PHWRGH�

FORVH� HQGHG� TXHVWLRQHU��Sedangkan instrumentasi kuesioner adalah pertanyaan-

SHUWDQ\DDQ�\DQJ�GLVHUWDL�SLOLKDQ�MDZDEDQ�\DQJ�VXGDK�WHUVHGLD��GDQ�GLOHQJNDSL�GHQJDQ�

VNRU�SHQLODLDQ�

Metode Analisis Data

8QWXN�PHQJWDKXL�DSDNDK�YDULDEHO�independent EHUSHQJDUXK�WHUKDGDS�YDULDEHO�

GHSHQGHQW��maka dilakukan analisis regresi dan korelasi serta dilanjutkan dengan uji 

KLSRWHVLV��

$QDOLVLV�UHJUHVL���DGDODK�XQWXN�PHQJXML��DSDNDK�DGD�KXEXQJDQ�DQWDUD�YDULDEHO����

dependent (Y
i
��GHQJDQ�YDULDEHO�independent (X

i
���

Analisis korelasi adalah untuk mengetahui ada tidaknya pengaruh antara in-���

GHSHQGHQW�YDULDEOH��NHSXDVDQ�NRQVXPHQ�GDQ�NLQHUMD�SURGXN��GHQJDQ�OR\DOLWDV�

NRQVXPHQ�

Uji hipotesis dilakukan dengan dua tahap yaitu dengan menggunakan t hitung dan ���

NHPXGLDQ�GLODQMXWNDQ�GHQJDQ�XML�)��XQWXN�PHQHQWXNDQ�WDUDI�Q\DWD�D� ���

 Kepuasan 

Konsumen �;�� 

Kinerja 

 3URGXN �;�� 

/R\DOLWDV 

Konsumen �<� 
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ANALISIS dan PEMBAHASAN

Data penelitian ini merupakan data primer yang dikumpulkan dengan men-

JLULPNDQ�����NXHVLRQHU�VHFDUD�ODQJVXQJ�GDQ�PHQGLVWULEXVLNDQ�SDGD�MHPDDW�*HUHMD�

.ULVWXV�<HVXV�-HPDDW�0DQJJD�%HVDU��*.<-0%��\DQJ�GDWDQJ�PHQJJXQDNDQ�VHSHGD�

PRWRU�+RQGD�SDGD�VDDW��NHEDNWLDQ���VDPSDL�NHEDNWLDQ�NH����HPSDW����3HQHOLWLDQ�LQL�

GLODNXNDQ�WHUKLWXQJ�GDUL�PLQJJX�NH����GXD��EXODQ�0HL������GDQ�EHUODQJVXQJ�VHODPD�

���HPSDW��PLQJJX���XQWXN�SHQHQWXDQ�MXPODK�SRSXODVL�GDQ�VDPSHO�\DQJ�DNDQ�GLWHOLWL��

6HWHODK�PHQJXPSXONDQ�GDWD�GDWD�MXPODK�UHVSRQGHQ�\DQJ�DNDQ�GLWHOLWL���SHQ\HEDUDQ�

NXHVLRQHU�VHJHUD�GLODNXNDQ�GDQ�EHUMDODQ�GDODP�ZDNWX���PLQJJX�WHUKLWXQJ�WJO�������

�����GDQ�������������GLVHEDUNDQ��GLVHWLDS���NHEDNWLDQ�GDODP�ZDNWX�GXD�PLQJJX���

'HVNULSWLI�UHVSRQGHQ�\DQJ�GLJXQDNDQ�GLGDODP�SHQHOLWLDQ�LQL�GLODNXNDQ�EHUGDVDUNDQ�

MHQLV�NHODPLQ��XPXU��WLQJNDW�SHQGLGLNDQ��SHQGDSDWDQ�GDQ�SHNHUMDDQ�UHVSRQGHQ�GDSDW�

GLOLKDW�VHEDJDL�EHULNXW�

Jenis KelaminD��

TABEL 2: DESKRIPSI RESPONDENBERDASARKAN 

JENIS KELAMIN 

JENIS KELAMIN RESPONDEN PERSENTASE

3ULD ��� ���

Wanita ��� ���

-XPODK ���� ����

'DUL�WDEOH�GLDWDV�GDSDW�GLNHWDKXL�EDKZD�MHQLV�NHODPLQ�SULD�DGD�VHEDQ\DN����

UHVSRQGHQ��ZDQLWD����UHVSRQGHQ��VHKLQJJD�GDSDW�GLNHWDKXL�EDKZD�MHQLV�NHODPLQ�

SULD�PHUXSDNDQ�UHVSRQGHQ�\DQJ�SDOLQJ�EDQ\DN�

UmurE��

TABEL 3: DESKRIPSI RESPONDENBERDASARKAN UMUR

USIA RESPONDEN PERSENTASE

������WDKXQ �� ���

������WDKXQ �� ���

������WDKXQ �� ���

�������WDKXQ �� ���

-XPODK ��� ����

'DUL�WDEHO�GL�DWDV�GDSDW�GLNHWDKXL�EDKZD�MXPODK�UHVSRQGHQ�EHUXVLD�������

VHEDQ\DN����RUDQJ�\DQJ�EHUXVLD����������RUDQJ��\DQJ�EHUXVLD�������DGD�VHEDQ-

\DN����RUDQJ��GDQ�\DQJ�EHUXVLD��������DGD����RUDQJ��7HUQ\DWD�UHVSRQGHQ�\DQJ�
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SDOLQJ�EDQ\DN�DGDODK�XVLD�������WDKXQ�

Tingkat PendidikanF��

TABEL 4: DESKRIPSI RESPONDEN BERDASARKAN 

TINGKAT PENDIDIKAN

TINGKAT PENDIDIKAN RESPONDEN PERSENTASE

6'�603�608 �� ���

$NDGHPLN��'��'��'�� �� ���

3HUJXUXDQ�7LQJJL��6��6��6�� �� ���

-XPODK ��� ����

'DUL�WDEHO�GL�DWDV�GDSDW�GLNHWDKXL�EDKZD�WLQJNDW�6'�603�608�VHEDQ\DN�

��� UHVSRQGHQ�'��'��'��VHEDQ\DN���� UHVSRQGHQ��6��6��6��DGD�VHEDQ\DN����

UHVSRQGHQ��MDGL�GDSDW�GLNHWDKXL�EDKZD�7LQJNDW�SHQGLGLNDQ�6��6��6��PHUXSDNDQ�

UHVSRQGHQ�\DQJ�SDOLQJ�EDQ\DN�

PendapatanG��

TABEL 5: DESKRIPSI RESPONDEN BERDASARKAN PENDAPATAN  

TETAP PER BULAN

PENDAPATAN RESPONDEN PERSENTASE

����-XWD �� ���

��-XWD�±���-XWD �� ���

��-XWD�±���-XWD �� ���

����-XWD� �� ���

-XPODK ��� ����

%HUGDVDUNDQ�GDUL�WDEHO�GL�DWDV��GDSDW�GLNHWDKXL�EDZDK�UHVSRQGHQ�\DQJ�PH-

PLOLNL�SHQGDSDWDQ������-XWD�DGD����RUDQJ����-XWD�±���-XWD�DGD����RUDQJ����-XWD�±���

-XWD�DGD����RUDQJ��GDQ�SHQGDSDWDQ�����-XWD�DGD����RUDQJ��-DGL�MXPODK�UHVSRQGHQ�

\DQJ�SDOLQJ�EDQ\DN�DGDODK�XQWXN�SHQSDGDSDWDQ���-XWD�±���-XWD� 
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Pekerjaane. 

TABEL 6: DESKRIPSI RESPONDEN BERDASARKAN PEKERJAAN

PEKERJAAN RESPONDEN PERSENTASE

3HODMDU�0DKDVLVZD �� ���

3HJDZDL�6ZDVWD �� ���

:LUDVZDVWD� �� ���

/DLQQ\D���LEX�UXPDK�WDQJJD��SXUQDZLUDZDQ�GOO� �� ���

-XPODK ��� ����

'DUL�WDEHO�GL�DWDV�GDSDW�GLNHWDKXL�MXPODK�UHVSRQGHQ�EHUGDVDUNDQ�MHQLV�SHNHU-

MDDQ�Q\D�GDUL�SHODMDU�PDKDLVZD�DGD����RUDQJ��SHJDZDL�VZDVWD����RUDQJ�ZLUDVZDVWD�

DGD����RUDQJ��GDQ� ODLQQ\D�DGD����RUDQJ��-DGL� UHVSRQGHQ�\DQJ�SDOLQJ�EDQ\DN�

DGDODK�SHODMDU�PDKDVLVZD�

Kepuasan Konsumen

TABEL 7: HASIL PENELITIAN TERHADAP KEPUASAN KONSUMEN

NO PERTANYAAN
PERNYATAAN TOTAL 

%SS S CS TS STS

��
3URGXN�SURGXN� VHSHGD�PRWRU� +RQGD�

VHODOX�PHQJJXQDNDQ�VSDUH�SDUW�DVOL�
�� �� �� �� � ���

��

Harga sepeda motor Honda yang dita-

ZDUNDQ� VXGDK� VHVXDL� GHQJDQ� SURGXN�

\DQJ�GLWDZDUNDQ�NHSDGD�VD\D�

�� �� �� � � ���

��

Saya puas terhadap pelayanan yang 

VD\D� GDSDWNDQ� VHEHOXP�GDQ� VHVXGDK�

PHPEHOL� VHSHGD�PRWRU�+RQGD� WHUVH-

EXW�

�� �� �� � � ���

��

Saya merasa puas terhadap hadiah atau 

ERQXV�\DQJ�GLEHULNDQ�NHSGD�SHQJJXQD�

VHSHGD�PRWRU�+RQGD�

�� �� �� � � ���

��

Saya merasa puas terhadap kemudahan 

didalam mendapatkan dan melakukan 

SHPED\DUDQ�SDGD� VDDW� VD\D�PHPEHOL�

VHSHGD�PRWRU�+RQGD�WHUVHEXW�

�� �� �� � - ���

7DEHO��� WHUVHEXW�PHQXQMXNNDQ�ELOD�SHUQ\DWDDQ�NRQVXPHQ�PHQJHQDL� VDQJDW�

VHWXMX�GDQ�VHWXMX�PHUXSDNDQ�UHÀHNVL�NRQVXPHQ�WHUKDGDS�NHSXDVDQ��GDSDW�GLNDWDNDQ�

EDKZD�VHWLDS�LWHP�SHUQ\DWDDQ�\DQJ�GLDMXNDQ�PHQGDSDWNDQ�MDZDEDQ�UDWD�UDWD�OHELK�GDUL�

����NHFXDOL�SHQJJXQDDQ�VSDUH�SDUW�DVOL�KDQ\D������1DPXQ�GHPLNLDQ�GDSDW�GLNDWDNDQ�

EDKZD�NRQVXPHQ�FXNXS�SXDV�GHQJDQ�SURGXN�GDQ�SHOD\DQDQ�VHSHGD�PRWRU�+RQGD�
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Kinerja Produk

TABEL 8: HASIL PENELITIAN TERHADAP KINERJA PRODUK

NO PERTANYAAN
PERNYATAAN

TOTAL %
SS S CS TS STS

��
0HVLQ�VHSHGD�PRWRU�+RQGD�WHWDS�PHPEDQ-

GHO�PHVNLSXQ�VXGDK�ODPD�VD\D�JXQDNDQ�
�� �� �� � � ���

��

Tenaga sepeda motor Honda yang saya 

JXQDNDQ� WLGDN� NDODK� EHUVDLQJ� GHQJDQ�

sepeda motor merek lainnya

�� �� �� � � ���

��

Saya memilih sepeda motor Honda karena 

OHELK�LULW�%%0�GLEDQGLQJNDQ�VHSHGD�PRWRU�

merek lainnya

�� �� �� � - ���

��

Saya menggunakan sepeda motor Honda 

NDUHQD�VDQJDW�PHPEDQWX�SHNHUMDDQ�VD\D�

GDQ�WLGDN�UHZHO�SDGD�VDDW�GLSDNDL

�� �� �� �� �� ���

��

Saya menggunakan sepeda motor Honda 

karena sepeda motor ini sangat inovatif 

yang hanya dimiliki oleh motor ini

�� �� �� �� � ���

'DUL�WDEHO�GL�DWDV�GDSDW�GLOLKDW�KDVLO�\DQJ�GLSHUROHK�GDUL�VHWLDS�SHUQ\DWDDQ�\DQJ�

GLDMXNDQ�PHQJJDPEDUNDQ�EDKZD��VHSHGD�PRWRU�+RQGD�PHPOLNL�NLQHUMD�EDLN�\DQJ�

dimana hasil penelitian menunjukkan rata-rata setiap item pernyataan yang diajukan 

PHQGDSDWNDQ�WDQJJDSDQ�GLDWDV�����GDUL�SHUQ\DWDDQ�VDQJDW�VHWXMX�GDQ�VHWXMX��'DQ�

DSD�ELOD�SHUQ\DWDDQ�FXNXS�VHWXMX�MXJD�GLPDVXNNDQ�GDODP�SHQLODLDQ�NLQHUMD�\DQJ�EDLN��

PDND�UDWD�UDWD�SHUQ\DDWDQ�WHUVHEXW�GLDWDV�GLDWDV�����PHQ\DWDNDQ�+RQGD�PHPLOLNL�

NLQHUMD�\DQJ�EDLN�

Loyalitas Konsumen

TABEL 9: HASIL PENELITIAN TERHADAP LOYALITAS KONSUMEN

NO PERTANYAAN
PERNYATAAN TOTAL 

%SS S CS TS STS

��
0HVLQ�VHSHGD�PRWRU�+RQGD�WHWDS�PHPEDQ-
GHO�PHVNLSXQ�VXGDK�ODPD�VD\D�JXQDNDQ�

�� �� �� � � ���

��
Tenaga sepeda motor Honda yang saya 
JXQDNDQ� WLGDN� NDODK� EHUVDLQJ� GHQJDQ�
sepeda motor merek lainnya

�� �� �� �� � ���

��
Saya memilih sepeda motor Honda karena 
OHELK�LULW�%%0�GLEDQGLQJNDQ�VHSHGD�PRWRU�
merek lainnya

�� �� �� � - ���

��
Saya menggunakan sepeda motor Honda 
NDUHQD�VDQJDW�PHPEDQWX�SHNHUMDDQ�VD\D�
GDQ�WLGDN�UHZHO�SDGD�VDDW�GLSDNDL

�� �� �� �� �� ���
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��
Saya menggunakan sepeda motor Honda 
karena sepeda motor ini sangat inovatif 
yang hanya dimiliki oleh motor ini

�� �� �� �� � ���

'DUL� KDVLO� SHQHOLWLDQ�PHQXQMXNNDQ� EDKZD� OR\DOLWDV� NRQVXPHQQ\D� VDQJDW�

OR\DO�ELOD�SHUQ\DWDDQ�VDQJDW�VHWXMX��VHWXMX�GDQ�FXNXS�VHWXMX�PHUHÀHNVLNDQ�SHUDVDDQ�

NRQVXPHQQ\D��.DUHQD�GDUL�KDVLO�SHQHOLWLDQ�WHUVHEXW�UDWD�UDWD�GLDWDV�����NRQVXPHQ�

PHQ\DWDNDQ�OR\DOLWDVQ\D�

ANALISIS DATA

Alat analisis statistik yang digunakan dalam penelitian ini adalah menggunakan 

NRH¿VLHQ�NRUHODVL��NRH¿VLHQ�GHWHUPLQDVL�GDQ�XML�KLSRWHVLV�GHQJDQ�XML�W��SHUKLWXQJDQ�

GLODNXNDQ�GHQJDQ�PHQJJXQDNDQ�SURJUDP�6366�� YHUV����PDND�KDVLO� RXWSXW� \DQJ�

GLGDSDW�DGDODK�VHEDJDL�EHULNXW�

Pengaruh kepuasan konsumen terhadap loyalitas konsumen

3HQJXMLDQ� NHEHQDUDQ� KLSRWHVLV� \DQJ�PHQ\DWDNDQ�EDKZD�GLGXJD� NHSXDVDQ�

NRQVXPHQ�PHPSXQ\DL�SHQJDUXK�\DQJ�VLJQL¿NDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

+R��NHSXDVDQ�NRQVXPHQ�PHPSXQ\DL�SHQJDUXK�\DQJ�WLGDN�VLJQL¿NDQ�WHUKDGDS�OR\D-

OLWDV�NRQVXPHQ�

+D�� NHSXDVDQ� NRQVXPHQ�PHPSXQ\DL� SHQJDUXK� \DQJ� VLJQL¿NDQ� WHUKDGDS� OR\DOLWDV�

NRQVXPHQ�

D�� 3HQJXMLDQ�NRH¿VLHQ�NRUHODVL

Correlations

� ����**

� ����

��� ���

����** �

���� �

��� ���

3HDUVRQ�&RUUHODWLRQ

6LJ�����WDLOHG�

N

3HDUVRQ�&RUUHODWLRQ

6LJ�����WDLOHG�

N

.361

/2<$/

.361 /2<$/

&RUUHODWLRQ�LV�VLJQLILFDQW�DW�WKH������OHYHO

��

$UWLQ\D�EHVDU�KXEXQJDQ�DQWDUD�YDULDEHO�NHSXDVDQ�NRQVXPHQ��;���GHQJDQ�

OR\DOLWDV� NRQVXPHQ� �<�� VHSHGD�PRWRU�+RQGD� \DQJ�GLKLWXQJ�GHQJDQ� NRH¿VLHQ������

NRUHODVL�DGDODK�VHEHVDU��������+DO�LQL�PHQXQMXNNDQ�EDKZD�WHUMDGL�KXEXQJDQ�\DQJ�

NXDW�DQWDUD�NHSXDVDQ�NRQVXPHQ�GDQ�OR\DOLWDV�NRQVXPHQ��'DQ�DUDK�KXEXQJDQ�

DGDODK�SRVLWLI�NDUHQD�QLODL�U�SRVLWLI��EHUDUWL�VHPDNLQ�WLQJJL�NHSXDVDQ�NRQVXPHQ�

PDND�VHPDNLQ�WLQJJL�WLQJNDW�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD�WHUVHEXW��

E�� $QDOLVLV�.RH¿VLHQ�'HWHUPLQDVL

.RH¿VLHQ�GHWHUPLQDVL�GLJXQDNDQ�XQWXN�PHQJXNXU�EHVDUQ\D�SHQJDUXK�YDULD-

 784,01  yxR

 100%xrkd
2
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EHO�LQGHSHQGHQ��GDODP�KDO�LQL�SHQJDUXK�NHSXDVDQ�NRQVXPHQ��;���WHUKDGDS�OR\D-

OLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD��<���UXPXV�NRH¿VLHQ�GHWHUPLQDVL�DGDODK��

'HQJDQ�PHQJJXQDNDQ�SURJUDP�6366�GLSHUROHK�NRH¿VLHQ�GHWHUPLQDVL�DWDX�5�

6TXDUH�VHEDJDL�EHULNXW�

Model Summary

����a ���� ���� �����0RGHO� 5 5�6TXDUH

Adjusted

5�6TXDUH

6WG��(UURU�RI

the Estimate

3UHGLFWRUV���&RQVWDQW���.361

D��

3DGD�WDEHO�GLDWDV�PHQXQMXNNDQ�WDPSLODQ�RXWSXW�6366��NRORP�PRGHO�VXPPDU\�

PHQHUDQJNDQ�EHVDUQ\D�NRUHODVL��5���NRH¿VLHQ�GHWHUPLQDVL�\DQJ�GLVHVXDLNDQ�5�VTXDUH�

VHEHVDU��������PHQXQMXNNDQ�KXEXQJDQ�\DQJ�NXDW�DQWDUD�YDULDEHO�NHSXDVDQ�NRQVXPHQ�

�;���GHQJDQ�OR\DOLWDV�NRQVXPHQ��<���NRH¿VLHQ�GHWHUPLQDVL��5��VHEHVDU�������[����� �

�������OR\DOLWDV�NRQVXPHQ�GLWHQWXNDQ�ROHK�NHSXDVDQ�NRQVXPHQ��GDQ�VLVDQ\D�VHEHVDU�

������GLMHODVNDQ�ROHK�IDNWRU�IDNWRU�ODLQ�GLOXDU�NHSXDVDQ�NRQVXPHQ�

Pengaruh Kinerja Produk Terhadap loyalitas konsumen

3HQJXMLDQ�NHEHQDUDQ�KLSRWHVLV�\DQJ�PHQ\DWDNDQ�EDKZD�GLGXJD�NLQHUMD�SURGXN�

PHPSXQ\DL�SHQJDUXK�\DQJ�VLJQL¿NDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

+R���.LQHUMD� SURGXN�PHPSXQ\DL� SHQJDUXK� \DQJ� WLGDN� VLJQL¿NDQ� WHUKDGDS� OR\DOLWDV�

NRQVXPHQ�

+D���.LQHUMD�SURGXN�PHPSXQ\DL�SHQJDUXK�\DQJ�VLJQL¿NDQ�WHUKDGDS�OR\DOLWDV�NRQVX-

PHQ�

3HQJXMLDQ�NRH¿VLHQ�NRUHODVLa. 

 

Correlations

� ����**

� ����

��� ���

����** �

���� �

��� ���

3HDUVRQ�&RUUHODWLRQ

6LJ�����WDLOHG�

N

3HDUVRQ�&RUUHODWLRQ

6LJ�����WDLOHG�

N

.352'

/2<$/

.352' /2<$/

&RUUHODWLRQ�LV�VLJQLILFDQW�DW�WKH������OHYHO

��

$UWLQ\D� EHVDU� KXEXQJDQ�DQWDUD� YDULDEHO� NLQHUMD� SURGXN� �;��� GHQJDQ� YDULDEHO�

OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD��<��\DQJ�GLKLWXQJ�GHQJDQ�PHQJJXQDNDQ�

 676,02  yxR
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NRH¿VLHQ�NRUHODVL�DGDODK���������+DO�LQL�PHQXQMXNNDQ�EDKZD�WHUMDGL�KXEXQJDQ�\DQJ�

NXDW�DQWDUD�NLQHUMD�SURGXN�GDQ�OR\DOLWDV�NRQVXPHQ��6HGDQJNDQ�DUDK�KXEXQJDQ�

DGDODK�SRVLWLI�NDUHQD�QLODL� U�SRVLWLI��EHUDUWL�VHPDNLQ� WLQJJL�NLQHUMD�SURGXN�PDND�

VHPDNLQ�WLQJNDW�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD�WHUVHEXW��

.RH¿VLHQ�GHWHUPLQDVL�b. 

.RH¿VLHQ�GHWHUPLQDVL�GLJXQDNDQ�XQWXN�PHQJXNXU�EHVDUQ\D�SHQJDUXK�YDULDEHO�

independent WHUKDGDS�YDULDEHO�dependent��GDODP�KDO�LQL�SHQJDUXK�NLQHUMD�SURGXN�

�;��� WHUKDGDS� OR\DOLWDV� NRQVXPHQ� VHSHGD�PRWRU�+RQGD� �<��� UXPXV� NRH¿VLHQ�

GHWHUPLQDVL�DGDODK�

'HQJDQ�PHQJJXQDNDQ�VRIWZDUH�GLSHUROHK�NRH¿VLHQ�GHWHUPLQDVL�DWDX�5�6TXDUH�

VHEDJDL�EHULNXW��

Model Summary

����a ���� ���� �����0RGHO� 5 5�6TXDUH

Adjusted

5�6TXDUH

6WG��(UURU�RI

the Estimate

3UHGLFWRUV���&RQVWDQW���.352'

D��

3DGD�WDEHO�GL�DWDV�PHQXQMXNNDQ�WDPSLODQ�RXWSXW�6366��NRORP�PRGHO�VXPPDU\�

PHQHUDQJNDQ�EHVDUQ\D�NRUHODVL��5���NRH¿VLHQ�GHWHUPLQDVL�\DQJ�GLVHVXDLNDQ�5�VTXDUH�

VHEHVDU�������PHQXQMXNNDQ�KXEXQJDQ�\DQJ�FXNXS�NXDW�DQWDUD�YDULDEHO�NLQHUMD�SURGXN�

�;���GHQJDQ�OR\DOLWDV�NRQVXPHQ��<���NRH¿VLHQ�GHWHUPLQDVL��5��VHEHVDU�������[������

 �������� OR\DOLWDV�NRQVXPHQ�GLWHQWXNDQ�ROHK�NLQHUMD�SURGXN��GDQ�VLVDQ\D�VHEHVDU�

������GLMHODVNDQ�ROHK�IDNWRU�IDNWRU�ODLQ�GLOXDU�NHSXDVDQ�NRQVXPHQ��

Pengaruh Kepuasan Konsumen Dan Kinerja Produk Terhadap Loyalitas              

Konsumen Sepeda Motor Honda

3HQJXMLDQ�NHEHQDUDQ�KLSRWHVLV�\DQJ�PHQ\DWDNDQ�EDKZD�GLGXJD�NLQHUMD�SURGXN�

PHPSXQ\DL�SHQJDUXK�\DQJ�VLJQL¿NDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

+R��� .HSXDVDQ�NRQVXPHQ�GDQ�NLQHUMD�SURGXN�PHPSXQ\DL�SHQJDUXK�\DQJ�WLGDN�VLJ-

QL¿NDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

+D��� NHSXDVDQ�NRQVXPHQ�GDQ�NLQHUMD�SURGXN�PHPSXQ\DL�SHQJDUXK�\DQJ�VLJQL¿NDQ�

WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

$UWLQ\D�EHVDU�KXEXQJDQ�DQWDUD� YDULDEHO� NHSXDVDQ� NRQVXPHQ� � �;���GHQJDQ�

OR\DOLWDV�NRQVXPHQ��<��\DQJ�GLKLWXQJ�GHQJDQ�NRH¿VLHQ�NRUHODVL�DGDODK�VHEHVDU��������

+DO� LQL�PHQXQMXNDQ�KXEXQJDQ�\DQJ�NXDW�GDQ�PHQXQMXNNDQ�DUDK�KXEXQJDQ�SRVLWLI�

\DQJ�EHUDUWL� VHPDNLQ�EHVDU� QLODL� NHSXDVDQ� NRQVXPHQ� �PDND�DNDQ�PHPEXDW� QLODL�

OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD�VHPDNLQ�EHVDU� MXJD��EHJLWX�SXOD�GHQJDQ�

VHEDOLNQ\D�

'DQ�EHVDU�KXEXQJDQ�DQWDUD�YDULEHO�NLQHUMD�SURGXN��;���GHQJDQ�OR\DOLWDV�NRQVX-

 100%xrKd
2
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PHQ�VHSHGD�PRWRU�+RQGD��<��\DQJ�GLKLWXQJ�GHQJDQ�PHQJJXQDNDQ�NRH¿VLHQ�NRUHODVL�

DGDODK��������KDO�LQL�PHQXQMXNNDQ�DUDK�KXEXQJDQ�\DQJ�FXNXS�NXDW�GDQ�PHQXQMXNNDQ�

DUDK�SRVLWLI�\DQJ�EHUDUWL�VHPDNLQ�EHVDU�QLODL�NLQHUMD�SURGXN�PDND�DNDQ�PHPEXDW�QLODL�

OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD�VHPDNLQ�EHVDU��EHJLWX�SXOD�VHEDOLNQ\D�

.RH¿VLHQ�GHWHUPLQDVLx�

.RH¿VLHQ�GHWHUPLQDVL�GLJXQDNDQ�XQWXN�PHQJXNXU�EHVDUQ\D�SHQJDUXK�YDULDEHO�

independent WHUKDGDS� YDULDEHO�dependent�� GDODP�KDO� LQL� SHQJDUXK� NHSXDVDQ�

NRQVXPHQ��;���GDQ�NLQHUMD�SURGXN��;���WHUKDGDS�SHPLOLKDQ�WHOHSRQ�VHOXOHU��<���

UXPXV�NRH¿VLHQ�GHWHUPLQDVL�DGDODK�

'HQJDQ�PHQJJXQDNDQ� SURJUDP� VSVV� GLSHUROHK� NRH¿VLHQ� GHWHUPLQDVL� DWDX�5�

VTXDUH�VHEDJDL�EHULNXW��

Model Summary

����a ���� ���� �����0RGHO� 5 5�6TXDUH

Adjusted

5�6TXDUH

6WG��(UURU�RI

the Estimate

3UHGLFWRUV���&RQVWDQW���.352'��.361

D��

%HUGDVDUNDQ�KDVLO�SHUKLWXQJDQ�GLDWDV�PDND�QLODL�.HSXDVDQ�NRQVXPHQ��;���GDQ�

NLQHUMD�SURGXN��;���PHPSXQ\DL�SHQJDUXK�VHEHVDU�������DWDX�VHEHVDU�������[�

���� �������WHUKDGDS�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD��<��VHGDQJNDQ�

VLVDQ\D�VHEHVDU�������GLSHQJDUXKL�ROHK�IDNWRU�IDNWRU�GLOXDU�NHSXDVDQ�NRQVXPHQ�

GDQ�NLQHUMD�SURGXN�

Uji Hipotesisx�

'DODP�SHQHOLWLDQ�LQL�SHQJXMLDQ�KLSRWHVLVQ\D�GLODNXNDQ�SDGD�WLJD�YDULDEHO�\DLWX�QLODL�

NHSXDVDQ�NRQVXPHQ��;����GDQ�NLQHUMD�SURGXN��;���WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

VHSHGD�PRWRU�+RQGD��<��

$QDOLVLV�VWDWLVWLN�GLJXQDNDQ�XQWXN�PHQJHWDKXL�KXEXQJDQ�DQWDUD�NHSXDVDQ�NRQ-

VXPHQ��;���GDQ�NLQHUMD�SURGXN��;���WHUKDGDS�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�

+RQGD��<���SHQJXMLDQ�GLODNXNDQ�GHQJDQ�SDUDPHWHU�U�GDQ�EHUWXMXDQ�XQWXN�PHP-

EXNWLNDQ�KLSRWHVD�\DQJ�GLEXDW�GHQJDQ�ODQJNDK�ODQJNDK�VHEDJDL�EHULNXW��

Nyatakan Ho dan Ha¾�

� +R���U
;��
� ���WLGDN�WHUGDSDW�SHQJDUXK�\DQJ�VLJQL¿NDQ�DQWDUD�WLQJNDW�NHSXDVDQ�

konsumen dan kinerja produk terhadap loyalitas konsumen sepeda motor 

+RQGD��DUWLQ\D�GHQJDQ�DGD�WLGDNQ\D�SHODNVDQDDQ�WHUKDGDS�WLQJNDW�NHSXDVDQ�

konsumen dan kinerja produk tidak akan mempengaruhi loyalitas konsumen 

VHSHGD�PRWRU�+RQGD�

� +R���U
;���

����WHUGDSDW�SHQJDUXK�VLJQL¿NDQ�DQWDUD�WLQJNDW�NHSXDVDQ�NRQVXPHQ�

GDQ�NLQHUMD�SURGXN�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD��DUWLQ\D�

jika dtingkat kepuasan konsumen dan kinerja dari produk itu semakin tinggi 

PDND�OR\DOLWDV�NRQVXPHQ�WHUKDGDS�SURGXN�WHUVHEXW�VHPDNLQ�PHQLQJNDW�

Tentukan tingkat kepercayaan¾�

 D�= 0,05

 %100
2xrkd  
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� 'DQ�GI Q�������GI ����� ��

� 'DUL�GDIWDU�GDWD�GLVWULEXVL�W�GLGDSDW�GDUL�W�WDEHO� ������

Statistik uji dengan menggunakan F hitung¾�

)�WDEHO�\DQJ�GLGDSDWNDQ�DGDODK�VHEHVDU������¾�

)�WDEHO�MXJD�GDSDW�GLFDUL�PHQJJXQDNDQ�0V([FHO�GHQJDQ�FDUD�SDGD�FHOO�NRVRQJ�¾�

NHWLN� ¿QY����������� �����

ANOVAb

������� � ������� ������� ����a

������� �� �����

�������� ��

5HJUHVVLRQ

5HVLGXDO

Total

0RGHO�

Sum of

Squares df 0HDQ�6TXDUH F 6LJ�

3UHGLFWRUV���&RQVWDQW���.352'��.361

D��

E��

.ULWHULD�

+R�GLWHULPD��MLND�)�KLWXQJ���)�WDEHO�DWDX�±)�WDEHO���)�KLWXQJ

+R�GLWRODN����MLND�)�KLWXQJ��!�)�WDEHO�DWDX�±)�KLWXQJ���)�WDEHO

'DUL�KDVLO�SHUKLWXQJDQ�GLDWDV�GLSHUROHK�)�KLWXQJ��!�)�WDEHO�DWDX�GHQJDQ�QLODL�

��������!�������PDND�+R�GLWRODN��MDGL�WHUGDSDW�SHQJDUXK�VLJQL¿NDQ�DQWDUD�NHSXDVDQ�

NRQVXPHQ�GDQ�NLQHUMD�SURGXN�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD�

KESIMPULAN DAN IMPLIKASI

Dari hasil penelitian mengenai pengaruh kepuasan konsumen dan kinerja produk 

WHUKDGDS�OR\DOLWDV�NRQVXPHQ�VHSHGD�PRWRU�+RQGD��GDSDW�GLVLPSXONDQ�EDKZD�

��� 'DUL�DQDOLVLV�\DQJ�GLODNXNDQ�PHQJHQDL��SHQJDUXK�NHSXDVDQ�NRQVXPHQ�WHUKDGDS�

OR\DOLWDV�NRQVXPHQ�DGDODK��U� �������\DQJ�GDSDW�GLNDWDNDQ�EDKZD�FXNXS�NXDW�

SHQJDUXK�NHSXDVDQ�NRQVXPHQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

��� 3HQJDUXK�NLQHUMD�SURGXN�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�DGDODK�U� �������\DQJ�EHUDUWL�

EDKZD�NLQHUMD�SURGXN�FXNXS�NXDW�SHQJDUXKQ\D�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

��� 6HFDUD�EHUVDPD�VDPD�SHQJDUXK�NHSXDVDQ�NRQVXPHQ�GDQ�NLQHUMD�SURGXN�VDQJDW�

NXDW�SHQJDUXKQ\D��5� ��������WHUKDGDS�OR\DOLWDV�NRQVXPHQ�
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����
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7MLSWRQR�� )DQG\��Stategi Pemasaran, (GLVL� .HGXD��<RJ\DNDUWD�� 3HQHUELW�$1',��

����
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6DOHPED�7HNQLND������


