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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 
kualitas produk dan layanan purna jual terhadap kepuasan dan loyalitas pelanggan 
pada PT.  Quantum Inti Akurasi.  

Strategi yang digunakan dalam penelitian ini adalah strategi penelitian 
asosiatif kuantitatif dan Metode penelitian yang digunakan adalah survei. Populasi 
dalam penelitian ini adalah seluruh pelanggan PT.  Quantum Inti Akurasi. Peneliti 
menggunakan rumus Moe dengan sampel sebanyak 97 pelanggan. 

Berdasarkan hasil dan pembahasan menunjukkan bahwa kualitas produk 
berpengaruh positif signifikan terhadap kepuasan pelanggan ; layanan purna jual 
produk alat kesehatan berpengaruh positif signifikan terhadap kepuasan pelanggan 
; kualitas produk berpengaruh positif signifikan terhadap loyalitas pelanggan 
diterima ; pelayanan purna jual produk alat kesehatan berpengaruh positif 
signifikan terhadap loyalitas pelanggan diterima ; kepuasan berpengaruh positif 
signifikan terhadap loyalitas pelanggan diterima ; kualitas produk berpengaruh 
positif signifikan terhadap loyalitas diterima melalui kepuasan pelanggan serta 
layanan purna jual produk alat kesehatan berpengaruh positif signifikan terhadap 
loyalitas diterima melalui kepuasan pelanggan pada PT. Quantum Inti Akurasi. 

Kata kunci : Kualitas produk, layanan purna jual, kepuasan,  
                    loyalitas pelanggan 



 

ix 
 

 
Sri Rochayati                                         Dosen Pembimbing : 
NPM : 2113600331                                Muhammad Ramaditya, BBA., M.Sc 
Program Studi S-1 Manajemen 

 
THE EFFECT OF PRODUCT QUALITY AND THE SERVICE OF AFTER 
SALE OF HEALTH MEASURING PRODUCTS TO THE SATISFACTION 

AND CUSTOMER LOYALTY IN PT. QUANTUM INTI AKURASI 
 

 

ABSTRACT 

This study aims to determine and analyze the effect of product quality and 
after-sales service products for measuring health products on customer 
satisfaction and loyalty at PT. Quantum Inti Akurasi. 

The strategy used in this study is a quantitative associative research 
strategy and the research method used is a survey. The population in this study 
were all customers of PT. Quantum Inti Akurasi. Researchers used the Moe 
formula with a sample of 97 customers. 

Based on the results and discussion shows that product quality has a 
significant positive effect on customer satisfaction; after-sales service of medical 
devices has a significant positive effect on customer satisfaction; Product quality 
has a significant positive effect on customer loyalty received; after-sale service of 
medical device products has a significant positive effect on customer loyalty 
received; satisfaction has a significant positive effect on customer loyalty 
received; Product quality has a significant positive effect on customer loyalty 
received through customer satisfaction and after-sales service of medical 
equipment products has a significant positive effect on loyalty received through 
customer satisfaction at PT. Quantum Inti Akurasi. 

 
Keywords: Product quality, after sales service, satisfaction, customer loyalty 
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