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ABSTRACT

The purposes of this research is 1o examine the effect of service quality toward
the customer loyalty of Lembaga Bimbingan Belajar Sony Sugema College
Mojokerto. The samples were 89 students of Regular Program 2007/2008 that
collected by gquastionary. Some tests were done before the data analyzing ,such as
validity, reability. Multiple regression was used to examine the effect of multiple
independent variable to dependent variable.

The result of data analysis for service quality toward customer loyalty with t
test that is tangible had positive and significance effect with R score =70,5 %, it
means that 70,5 % is affected by tangible, and the rest is affecied by other factors, -
reliability had positive and significance effect with R? score =63,3 %, it means
that 63,3 % is affected by reliability, and the rest is affected by other factors,
responsiveness had positive and significance effect with R? score =69,9 %, it
means that 69,9 % is affected by responsiveness, and the rest is affectyed by other
factors, assurance had positive and significance effect with R? score =79,7 %, it
means that 79,7 % is affected by assurance, the rest is affected by other factors,
emphaty had positive and significance effect with R? score =61,6 %, it means that
61,6 % is affected by emphaty, the rest is affected by other factors. By Ftest it is
indicated that tangible, reliability, responsiveness, assurance, and emphaty
simulianly had positive and significance effect toward customer loyalty.

The conclusion of research support strongly the theories of
Parasuraman,Zeithami, and Berry.it support the researchs of Rachmad Hidayat
(2006), Hartoyo Sirkoen (2004). It is expected from the result of this research tht
every service company mainly education the institution and especially LBB SSC
Mojokerto can increase the service quality, so the customer loyalty can be
reached. Since the location of research is at LBB SSC Mojokerto only, the result
can’t be generalized toward other formal school and also other education
institution . Therefore , the next researches should extend the sample coverage
Sfrom different location.

Key words :service quality, tangible, reliability, responsiveness, assurance,
emphaty, customer loyalty.
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