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ABSTRAK

Pengaruh Kualitas Pelayanan, Emosional Marketing Dan Spiritual Marketing
Terhadap Loyalitas Customer Penerbit Tiga Serangkai
Cabang Cirebon

Ma’mur Munajat', Dewi Fatmasari’, Alvien Septian Haerisma®

Lima tahun terakhir ini Penerbit Tiga Serangkai Cabang Cirebon
mengalami penurunan penjualan cukup drastis karena menurunnya loyalitas
customer.

Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas
pelayanan, emosional marketing dan spiritual marketing secara parsial maupun
simultan terhadap loyalitas customer Penerbit Tiga Serangkai Cabang Cirebon.
Metode penelitian menggunakan metode survei kuantitatif dangan jumlah sampel
100 customer yang dipilih secara accidental random sampling. Analisis data
menggunaka uji regresi linier sederhana dan berganda.

Hasil penelitian menyimpulkan bahwa ada pengaruh positif, kuat dan
signifikan kualitas pelayanan, spiritual marketing dan emosional marketing secara
parsial maupun simultan terhadap loyalitas customer pada Penerbit Tiga
Serangkai Cabang Cirebon dengan p-value masing-masing 0,000.

Kata Kunci :

Kualitas Pelayanan, Emosional dan Spritual Marketing, Loyalitas Customer
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ABSTRACT

Over the past five years, the Cirebon Branch of Penerbit Tiga Serangkai
has experienced a drastic decline in sales due to declining customer loyalty.
Customers rate the quality of service, emotional marketing, and spiritual
marketing at Penerbit Tiga Serangkai as poor.

The purpose of this study was to determine the effect of service quality,
emotional marketing, and spiritual marketing, both partially and simultaneously,
on customer loyalty at Penerbit Tiga Serangkai, Cirebon Branch.

The research method used a quantitative survey with a sample of 100
customers selected using accidental random sampling. Data analysis used simple
and multiple linear regression tests.

The results concluded that there is a positive, strong, and significant
influence of service quality, spiritual marketing, and emotional marketing, both
partially and simultaneously, on customer loyalty at Penerbit Tiga Serangkai,
Cirebon Branch, with a p-value of 0.000 for each.

Keywords:

Service Quality, Emotional and Spiritual Marketing, Customer Loyalty
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