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ABSTRAK 

 

Penelitian ini dilakukan untuk mengetahui pengaruh variabel independen, 

kualitas layanan, dengan menggunakan model AIRQUAL yang terdiri dari lima 

dimensi (Airline Tangible, Terminal Tangible, Personnel Service, Empathy, 

dan Airline Image) terhadap variabel dependen, loyalitas pelanggan, yang 

terdiri dari dua dimensi (loyalitas sikap/attitudinal loyalty dan loyalitas 

sikap/behavioural loyalty) pada Maskapai Lion Air Jakarta. Penelitian ini 

mengimplementasikan metode kuantitatif deskriptif dan penyebaran kuesioner 

dilakukan sebagai alat pengumpulan data dari responden. Sampel penelitian ini 

terdiri dari pelanggan yang telah menggunakan jasa layanan Maskapai Lion Air 

sebanyak minimal dua kali dalam kurun waktu tahun 2020 hingga 2022 dengan 

bandara kedatangan atau keberangkatan Soekarno – Hatta. Setelah melalui 

tahapan pengecekan data, total 96 responden berpartisipasi pada penelitian ini. 

Data yang telah dikumpulkan kemudian diolah dengan metode regresi linear 

sederhana menggunakan bantuan perangkat lunak program SPSS 25. 

Berdasarkan hasil analisis data, dapat disimpulkan bahwa kualitas layanan 

berpengaruh sebesar 39,9% terhadap loyalitas pelanggan. 

 

Kata kunci: Kualitas Layanan, Loyalitas Pelanggan, AIRQUAL, 

Attittudinal Loyalty, Behavioural Loyalty 
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ABSTRACT 

 

This study was conducted to determine the effect of independent variable, service 

quality, using the AIRQUAL model, which consists of five dimensions (Airline 

Tangible, Terminal Tangible, Personnel Service, Empathy, and Airline Image) on 

dependent variable, customer loyalty, which consists of two dimensions (attitudinal 

loyalty and behavioral loyalty) on Lion Air Jakarta Airlines. This study implements 

descriptive quantitative methods, and questionnaires are distributed as a means of 

collecting data from respondents. The sample of this research consists of customers 

who have used the services of Lion Air Airlines at least twice in the period from 2020 

to 2022 with Soekarno-Hatta as arrival and departure airports. A total of 96 

respondents participated in this study after going through the data checking stage. The 

data that has been collected then processed using a simple linear regression method 

using the SPSS 25 software program. Based on the results of data analysis, it can be 

concluded that service quality has an effect of 39.9% on customer loyalty. 

 

Keywords: Service Quality, Customer Loyalty, AIRQUAL, Attitudinal Loyalty, 

Behavioral Loyalty 
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