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ABSTRACT
The opportunity to run an online business is increasingly open to business people in Indonesia.
Online shopping makes it easier for consumers to shop to meet their needs without wasting time
and effort. Because of this convenience, online shopping is in demand by the public.

The purpose of this study is to analyze customer satisfaction can mediate the effect of
product quality and service quality on customer loyalty Bakulmengong Store in Malang City. The
population in this study is the end of the Bakulmengong Online Store in the city of Malang. The
sampling technique was carried out by purposive sampling method, namely as many as 97
customers. The data analysis technique used descriptive statistics and path analysis.

The results prove that there is a direct effect of product quality and service quality on
customer satisfaction and customer loyalty of Bakulmengong Store Malang City. The results also
prove that customer satisfaction is able to mediate the effect of product quality and service quality
on customer loyalty of Bakulmengong Store in Malang city.

Keywords: Product quality, service quality, satisfaction, loyalty

ABSTRAK

Peluang untuk menjalankan bisnis online semakin terbuka untuk pelaku bisnis di Indonesia.
Online shopping membuat konsumen semakin mudah dalam berbelanja untuk memenuhi
kebutuhannya tanpa menghabiskan waktu dan tenaga. Karena kemudahan inilah membuat online
shopping diminati oleh kalangan masyarakat.

Tujuan penelitian ini adalah untuk menganalisis kepuasan pelanggan dapat memediasi
pengaruh kualitas produk dan kualitas layanan terhadap loyalitas pelanggan Bakulmengong Store
di Kota Malang. Populasi dalam penelitian ini adalah pengujung di Toko Online Bakulmengong
Store di kota Malang. Teknik pengambilan sampel dilakukan dengan metode purposive sampling
yakni sebanyak 97 orang pelanggan Teknik analisis data menggunakan statistic deskriptif dan
path analysis.

Hasil penelitian membuktikan bahwa terdapat pengaruh langsung kualitas produk dan
kualitas layanan terhadap kepuasan pelanggan dan loyalitas pelanggan Bakulmengong Store Kota
Malang. Hasil penelitian juga membuktikan bahwa kepuasan pelanggan mampu memediasi
pengaruh kualitas produk dan kualitas layanan terhadap loyalitas pelanggan Bakulmengong Store
kota Malang.

Kata Kunci: kualitas produk, kualitas layanan, kepuasan, loyalitas.
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