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Intisari 
Tujuan penelitian ini adalah untuk menganalisis pengaruh persepsi dimensi kualitas 

layanan terhadap loyalitas di swalayan mirota godean.  

Hasil analisis penelitian, hipotesis 1 yang menyatakan bahwa ke 5 variabel dimensi 

kualitas layanan : tangibel, reliability, responsivenes, assuarance, dan empaty berpengaruh 

signifikan terhadap loyalitas konsumen swalayan mirota godean secara serentak. Hipotesis 

2 yang menyatakan bahwa ke 5 variabel dimensi kualitas layanan secara parsial 

menyatakan : variabel Tangibel tidak berpengaruh signifikan terhadap loyalitas, variabel 

reliability berpengaruh signikan terhadap loyalitas, variabel responsivenes berpengaruh 

signikan terhadap loyalitas, variabel assurance berpengaruh signikan terhadap loyalitas, 

dan variabel empaty berpengaruh signikan terhadap loyalitas konsumen, pada swalayan di 

Mirota Godean Yogyakarta. 

Kata kunci : Dimensi kualitas layanan, Loyalitas. 
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Abstract 
The purpose of this study was to analyze the influence of perceptions of service quality 

dimensions to customer loyalty in the supermarket Mirota Godean.  

Results of analysis of research : 1st  hypothesis which states that the five variables of 

service quality dimensions : Tangible, Reliability, Responsivenes, Assurance, and Empathy 

has significant effect to customer loyalty Mirota Godean simultaneously. 2nd Hypothesis  

which states that the five service quality dimensions variable partial states : Tangible 

variables has no significant effect to customer loyalty, Reliability variables has signicant 

effect to customer loyalty, Responsivenes variables has signicant effect to customer loyalty, 

Assurance variables has signicant effect to customer loyalty, and the Empathy variables 

has signicant effect to customer loyalty, at the supermarket in Mirota Godean Yogyakarta.  

Key words : Dimensions of service quality, loyalty. 
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