INTISARI

Persaingan bisnis produk yang semakin ketat pada masa kini membuat
perusahaan harus lebih memikirkan kualitas dari produk yang akan ditawarkan.
Melihat hal tersebut memaksa perusahaan meningkatkan kualitas produknya agar
bisa memenuhi kebutuhan pelanggan dengan menciptakan kepuasan pelanggan
yang juga berujung pada terciptanya loyalitas pelanggan.

Variabel yang dimuat dalam peneilitan ini terdiri dari variabel independen
(kualitas produk), variabel dependen (loyalitas pelanggan), dan variabel
intervening (kepuasan pelanggan). Penelitian ini bertujuan untuk mengetahui
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ABSTRACT

The current tight competition of product business has made the companies
to more concern about the quality of their product which will be offered to the
customer. This condition has made the companies to improve their product quality
in order to meet the needs of their customer by creating customer satisfaction
which leads to customer loyalty.

Variables in this research consist of independent variables (product quality),
dependent variable (customer loyalty), and intervening variable (customer
satisfaction). This research is meant to find out product quality has an influence to
the customer loyalty which is mediated by customer satisfaction. The population
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