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ABSTRAK

Persaingan bisnis saat ini semakin ketat, perilaku usaha selalu berupaya
mempertahankan bisnis ditengah persaingan dengan berbagai cara. Terlihat dari
fenomena di UMKM Guyub Rukun Saklawase (GRS) Kecamatan Bumiayu
terdapat penurunan pendapatan. Perlu dilakukan penelitian lebih lanjut mengenai
pengaruh kualitas produk dan inovasi produk terhadap loyalitas pelanggan yang
dimediasi kepuasan pelanggan. Penelitian ini dilakukan pada pelanggan UMKM
GRS Kecamatan Bumiayu. Data yang digunakan yaitu data primer yang diperoleh
dari penyebaran kuesioner dengan sampel yang digunakan sebanyak 190
responden. Metode pengambilan sampel menggunakan metode non probability
samapling dengan teknik purposive sampling. Teknik analisis data dalam
penelitian ini menggunakan bantuan perngkat lunak SmartPLS versi 4. Hasil
penelitian menunjukan: 1) kualitas produk tidak berpengaruh terhadap loyalitas
pelanggan, 2) inovasi produk berpengaruh positif terhadap loyalitas pelanggan, 3)
kualitas produk berpengaruh positif terhadap kepuasan pelanggan, 4) inovasi
produk berpengaruh positif terhadap kepuasan pelanggan, 5) kepuasan pelanggan
berpengaruh terhadap loyalitas pelanggan, 6) kepuasan pelanggan memediasi
pengaruh kualitas produk terhadap loyalitas pelanggan dan 7) kepuasan pelanggan
memediasi pengaruh inovasi produk terhadap loyalitas pelanggan.

Kata Kunci : Kualitas Produk, Inovasi Produk, Kepuasan Pelanggan dan
Loyalitas pelanggan
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ABSTRACT

Business competition is currently getting tighter, business behavior always tries to
maintain business amidst the competition in various ways. It can be seen from the
phenomenon in MSME Guyub Rukun Saklawase (GRS) Bumiayu District, there is
a decline in revenue. Further research is needed to investigate the effect of
product quality and product innovation on customer loyalty mediated by customer
satisfaction. This research was conducted on MSME GRS customers in Bumiayu
District. The data used are primary data obtained from distributing
questionnaires with a sample of 190 respondents. The sampling method used a
non-probability sampling method with a purposive sampling technique. The data
analysis technique in this study used the help of SmartPLS software version 4. The
results of the study show: 1) product quality does not affect customer loyalty, 2)
product innovation has a positive effect on customer loyalty, 3) product quality
has a positive effect on customer satisfaction, 4) product innovation has a positive
effect on customer satisfaction, 5) customer satisfaction has an effect on customer
loyalty, 6) customer satisfaction mediates the effect of product quality on
customer loyalty and 7) customer satisfaction mediates the effect of product
innovation on customer loyalty.

Keywords: Product Quality, Product Innovation, Customer Satisfaction and
Customer Loyalty
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