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ABSTRAK 

Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan dan promosi terhadap 

loyalitas pelanggan kopi kenangan di kota Samarinda melalui keputusan pembelian sebagai variabel 

intervening. Populasi dalam penelitian ini adalah pelanggan kopi kenangan di kota Samarinda. 

Sampel penelitian ini sebanyak 117 responden. Pengambilan sampel menggunakan rumus lameshow, 

dimana responden dipilih berdasarkan kriteria tertentu yang sesuai dengan tujuan penelitian. Metode 

pengolahan data ini menggunakan SmartPLS versi 3. Hasil penelitian menunjukkan bahwa kualitas 

layanan berpengaruh positif signifikan terhadap keputusan pembelian, promosi berpengaruh positif 

signifikan terhadap keputusan pembelian, Keputusan pembelian berpengaruh positif signifikan 

terhadap loyalitas pelanggan, kualitas layanan berpengaruh terhadap loyalitas pelanggan melalui 

keputusan pembelian, dan promosi tidak berpengaruh terhadap loyalitas pelanggan melalui keputusan 

pembelian. 

Kata  Kunci  :  Kualitas  Pelayanan,  Promosi,  Keputusan  Pembelian,  Loyalitas  Pelanggan. 
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ABSTRACT 

 

The purpose of this study was to determine the effect of service quality and promotion on customer 

loyalty of Kopi Kenangan in Samarinda city through purchasing decisions as an intervening variable. 

The population in this study were Kopi Kenangan customers in Samarinda city. The sample of this 

study was 100 respondents. Sampling using the lameshow formula, where respondents were selected 

based on certain criteria that were in accordance with the objectives of the study. This data 

processing method uses SmartPLS version 3. The results of the study indicate that service quality has 

a significant positive effect on purchasing decisions, promotion has a significant positive effect on 

purchasing decisions, purchasing decisions have a significant positive effect on customer loyalty, 

service quality has an effect on customer loyalty through purchasing decisions, and promotion has no 

effect on customer loyalty through purchasing decisions. 

Keywords: Service Quality, Promotion, Purchasing Decision, Customer Loyalty. 
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