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ABSTRAKSI

Penelitian ini dilakukan untuk mengetahui pengaruh product quality, product
availability terhadap customer loyalty dengan customer satisfaction sebagai
variabel intervening pada konsumen produk Sari Roti di Kebumen. Pengumpulan
data dalam penelitian ini menggunakan kuesioner dengan teknik purposive
sampling. Hipotesis dalam penelitian ini diuji menggunakan SEM-PLS dengan
SmartPLS 3.0. Hasil dalam penelitian ini menunjukkan bahwa product quality
berpengaruh psitif terhadap customer satisfaction, product availability
berpengaruh positif terhadap customer satisfaction, product quality tidak
berpengaruh terhadap customer loyalty, product availability berpengaruh positif
terhadap customer loyalty, customer satisfaction berpengaruh psitif terhadap
customer loyalty, customer satisfaction berhasil memediasi pengaruh product
quality terhadap customer loyalty, dan customer satisfaction berhasil memediasi
pengaruh product availability terhadap customer loyalty.

Kata Kunci: Product quality, product availability, customer loyalty, customer
satisfaction.
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ABSTRACT

This research was conducted to determine the effect of product quality, product
availability on customer loyalty with customer satisfaction as an intervening
variable for consumers of Sari Roti products in Kebumen. Data collection in this
research used a questionnaire with purposive sampling technique. The hypothesis
in this study was tested using SEM-PLS with SmartPLS 3.0. The results in this
study show that product quality has a positive effect on customer satisfaction,
product availability has a positive effect on customer satisfaction, product quality
has no effect on customer loyalty, product availability has a positive effect on
customer loyalty, customer satisfaction has a positive effect on customer loyalty,
customer satisfaction successfully mediates the influence of product quality on
customer loyalty, and customer satisfaction successfully mediates the influence of

product availability on customer loyalty.

Keywords: Product quality, product availability, customer loyalty, customer
satisfaction.
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