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ABSTRAK 
 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelaksanaan 
lelang online dan citra perusahaan terhadap loyalitas pelanggan yang di mediasi 
oleh kepuasan pelanggan pada PT. JBA Indonesia cabang Meruya Jakarta 
Barat.  

Penelitian ini merupakan penelitian kuantitatif. Populasi dalam penelitian 
ini  adalah seluruh pelanggan PT. JBA Indonesia, adapun sasaran populasinya 
yaitu PT. JBA Indonesia cabang Meruya Jakarta Barat.Sampel dalam penelitian 
ini sebanyak 100 responden. Alat analisis data yaitu menggunakan Smart PLS 
dengan metode partial least square	 yang dilakukan dengan dua tahap yaitu: 
Analisa Outer Model dan Analisa Inner Model. 

Hasil penelitian menunjukkan bahwa, variabel citra perusahaan 
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Variabel citra 
perusahaan berpengaruh positif dan tidak signifikan terhadap loyalitas 
pelanggan. Variabel kepuasan pelanggan berpengaruh positif dan signifikan 
terhadap loyalitas pelanggan. Variabel kualitas pelaksanaan lelang online 
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Variabel 
kualitas pelaksanaan lelang online berpengaruh positif dan signifikan terhadap 
loyalitas pelanggan. Variabel citra perusahaan berpengaruh positif dan 
signifikan terhadap loyalitas pelanggan melalui kepuasan pelanggan dan 
variabel kualitas pelaksanaan lelang online berpengaruh positif dan signifikan 
terhadap loyalitas pelanggan melalui kepuasan pelanggan pada PT. JBA 
Indonesia cabang Meruya Jakarta Barat. Perubahan variabel kepuasan 
pelanggan dapat dijelaskan oleh kualitas pelaksanaan lelang online dan citra 
perusahaan sebesar 0,566. Perubahan variabel loyalitas pelanggan dapat 
dijelaskan oleh kualitas pelaksanaan lelang online,citra perusahaan kepuasan 
pelanggan sebesar 0,699. 

 
 

Kata Kunci : Kualitas pelaksanaan lelang online, citra perusahaan, kepuasan 
dan loyalitas pelanggan 
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(Case Study on PT. JBA Indonesia Meruya West Jakarta Branch) 
 

 
ABSTRACT 

This study aims to determine the effect of service of conducting online 
auctions and corporate image on customer loyalty mediated by customer 
satisfaction at PT. JBA Indonesia Meruya West Jakarta Branch.  

 This research is a quantitative research. The population in this study 
was all PT. JBA Indonesia customers, while the target of the poll was PT. JBA 
Indonesia Meruya West Jakarta Branch.The sample in this study were 100 
respondents. Data analysis tool that uses Smart PLS with partial least square 
method which is done in two stages, namely: Outer Model Analysis and Inner 
Model Analysis. 
            The results showed that the variable corporate image had a positive and 
significant effect on customer satisfaction. The corporate image variable has a 
positive and not significant effect on customer loyalty. The customer 
satisfaction variable has a positive and significant effect on customer loyalty. 
Service of conducting online auctions variable has a positive and significant 
effect on customer satisfaction. Service of conducting online auctions variable 
has a positive and significant effect on customer loyalty. The corporate image 
variable has a positive and significant effect on customer loyalty through 
customer satisfaction and the service of conducting online auctions variable has 
a positive and significant effect on customer loyalty through customer 
satisfaction at the PT. JBA Indonesia Meruya West Jakarta Branch. Changes 
in customer satisfaction variables can serve by the quality of online auction 
implementation and corporate image of 0.566. Variables change in customer 
loyalty can be cooked by the quality of online auction implementation, the 
company image customer satisfaction of 0.699. 

 
Keywords: Service of conducting online auctions, company image, customer 

satisfaction and loyalty 
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