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TANGGAPAN ANDA MENGENAI PENGARUH CUSTOMER CAPITAL DAN 
ORIENTASI PELAYANAN TERHADAP KEPUASAN 

PELANGGAN MELALUI LOYALITAS PELANGGAN SHOPEE 
(Studi Empiris pada Mahasiswa Program Magister 

Manajemen Fakultas Ekonomi dan Bisnis 
Universitas Hasanuddin Makassar) 

 
 

IDENTITAS REKAN-REKAN 
 

1. Jenis Kelamin 

    Pria  
Wanita 

2. Usia responden 

    Dibawah 23 tahun 

    23,1-24 tahun 

24,1-25 tahun 

Diatas 25 tahun 

3. Angkatan 

    Tahun 2020 

    Tahun 2021 

4. Frekuensi Pembelian pada Shopee 

    2-3 kali 

    4-5 kali 

   > 5 kali 

 
PENILAIAN ANDA 

 
Mohon anda memberi tanda silang (X) nomor yang disediakan sesuai dengan penilaian 
anda dalam menilai setiap item pertanyaan. 

 
a. Sangat setuju = 5 
b. Setuju = 4 
c. Cukup setuju = 3 
d. Tidak setuju = 2 
e. Sangat tidak setuju = 1 
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CUSTOMER CAPITAL (X1) 
 

No Item Pernyataan Tanggapan Responden 
STS TS CS S SS 

1. Mitra shopee selalu memperhatikan profil 

pelanggan dengan menyediakan segala 

kebutuhan pelanggan mulai dari umur, 

jenis kelamin dan pekerjaan pelanggan 

     

2. Para pelanggan shopee selalu melakukan 

pembelian berulang kali 

     

3. Mitra shopee selalu memperhatikan 

kepuasan pelanggan terhadap produk- 

produk yang ditawarkan 

     

4. Mitra shopee memberikan dukungan ke- 

pada pelanggan dengan nyaman ber- 

belanja secara online tanpa harus mening- 

galkan rumah dan mudah mencari barang 

yang sesuai dengan kategori yang 

diinginkan 

     

5. Saran dan kritik dari pelanggan berperan 

terhadap keberhasilan usaha shopee 

     

 
 

ORIENTASI PELAYANAN (X2) 
 

No Item Pernyataan Tanggapan Responden 
STS TS CS S SS 

1. Shopee memberikan kemudahan bagi 

pelanggan dengan adanya pemanfaatan 

teknologi dalam melayani pelanggan 

melalui aplikasi shopee 

     

2. Visi pelayanan shopee kegiatan belanja 

online terjangkau, mudah dan menye- 

nangkan 

     

3. Komunikasi pelayanan shopee   sangat 

informatif 

     

4. Shopee senantiasa memberikan per- 

baikan layanan pemulihan atas produk- 

produk yang ditawarkan 

     

5. Shopee meningkatkan kualitas pelayanan 

melalui pemberdayaan melalui keikut- 

sertaan pengguna layanan 
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KEPUASAN PELANGGAN (Z) 
 

No Item Pernyataan Tanggapan Responden 
STS TS CS S SS 

1. Pelayanan yang   diberikan   oleh   mitra 

shopee memberikan kepuasan bagi saya 

     

2. Pelayanan Kurir pengantaran shopee 

ramah dan sopan sampai ke alamat tujuan 

tanpa ada kesalahan 

     

3. Saya puas terhadap pelayanan informasi 

yang diberikan oleh shopee dalam 

menawarkan produknya 

     

 
 

LOYALITAS PELANGGAN (Y) 
 

No Item Pernyataan Tanggapan Responden 
STS TS CS S SS 

1. Aplikasi shopee menjadi pilihan utama 

ketika saya melakukan pembelian ulang 

secara online 

     

2. Saya merasa penawaran fitur yang 

diberikan aplikasi shopee sangat bagus, 

sehingga membuat saya menjadi loyal 

     

3. Saya akan memberikan informasi menarik 

kepada orang lain tentang aplikasi shopee 

     

 
 

TERIMA KASIH 
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LAMPIRAN 2 : DATA PROFIL RESPONDEN 
No 

Resp 
Jenis 

Kelamin 
Usia 

Responden 
Angkatan Frek 

Pembelian 

1 2 4 1 1 
2 2 4 2 1 
3 1 4 1 1 
4 2 1 2 2 
5 2 4 2 1 
6 2 3 1 2 
7 2 3 1 3 
8 1 4 1 1 
9 2 2 1 1 

10 2 3 2 2 
11 2 3 2 3 
12 2 3 2 1 
13 1 4 2 1 
14 2 4 2 1 
15 1 4 2 1 
16 2 2 1 1 
17 2 4 2 1 
18 2 4 2 2 
19 2 4 1 1 
20 1 4 2 1 
21 2 2 2 1 
22 1 4 1 1 
23 2 4 2 1 
24 1 4 2 1 
25 2 2 1 1 
26 2 1 1 1 
27 1 2 2 1 
28 2 2 1 1 
29 1 1 2 1 
30 1 4 2 1 
31 2 2 2 1 
32 1 2 2 1 
33 1 4 1 1 
34 2 4 2 1 
35 2 4 1 1 
36 2 2 2 1 
37 1 4 2 1 
38 1 3 1 1 
39 2 3 1 1 
40 2 2 1 1 
41 1 4 1 1 
42 2 1 2 3 

43 2 3 2 1 
44 2 4 2 1 

No Jenis Usia Angkatan Frek 
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Resp Kelamin Responden  Pembelian 

45 2 1 1 3 
46 1 4 2 1 
47 1 2 1 1 
48 2 4 1 1 
49 2 3 1 1 
50 1 4 1 1 
51 2 4 2 1 
52 2 3 2 3 
53 1 3 1 3 
54 2 1 1 2 
55 1 4 2 3 
56 2 4 2 3 
57 1 3 2 1 
58 1 1 2 1 
59 2 3 2 3 
60 2 4 2 1 
61 1 4 2 2 
62 2 4 2 2 
63 2 3 2 2 
64 1 2 2 1 
65 1 4 2 1 
66 2 4 2 3 
67 1 2 2 2 
68 2 4 2 2 
69 1 4 2 1 
70 1 4 1 2 
71 2 2 2 1 
72 2 3 2 3 
73 2 4 1 1 
74 2 3 1 1 
75 2 4 2 1 
76 2 4 2 3 
77 2 3 2 3 
78 2 2 2 3 
79 1 2 1 1 
80 2 2 1 1 
81 2 3 1 1 
82 2 3 1 2 
83 1 3 2 2 
84 1 3 2 2 
85 1 4 2 2 
86 1 4 2 2 
87 2 4 1 2 
88 2 4 1 2 
89 2 3 1 2 
90 1 3 1 1 

No Jenis Usia Angkatan Frek 
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Resp Kelamin Responden  Pembelian 

91 1 3 1 1 
92 1 2 1 1 
93 1 2 2 1 
94 2 2 2 1 
95 2 2 2 2 
96 2 3 2 2 
97 2 3 2 2 
98 1 2 1 2 
99 1 2 1 2 

100 1 2 1 2 
101 1 3 1 1 
102 1 3 2 1 
103 2 3 2 1 
104 2 4 2 2 
105 2 4 2 2 
106 1 4 1 2 
107 1 3 1 2 
108 1 3 1 2 
109 1 3 1 2 
110 2 2 2 2 
111 2 2 2 3 
112 1 2 2 3 
113 1 3 2 3 
114 1 3 2 3 
115 1 3 2 3 
116 1 4 1 3 
117 2 4 1 2 
118 2 3 1 2 
119 2 3 1 2 
120 1 3 2 3 
121 1 2 2 3 
122 1 2 2 3 
123 2 2 2 2 
124 2 3 2 2 
125 2 3 1 3 
126 2 3 1 3 
127 1 4 1 3 
128 2 4 2 3 
129 1 3 2 2 
130 1 3 2 2 
131 1 2 2 2 

 
 
 
 
 
 

Lampiran 4 : Frekuensi Jawaban Responden 
Statistics 
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N 

 
 

Mean 

 
 

Sum 
 

Valid 
 

Missing 

Jenis Kelamin 131 0 1.5573 204.00 

Usia 131 0 3.0382 398.00 

Angkatan 131 0 1.5954 209.00 

Frekuensi Pembelian 131 0 1.7176 225.00 

X1.1 131 0 3.3053 433.00 

X1.2 131 0 3.3206 435.00 

X1.3 131 0 3.6031 472.00 

X1.4 131 0 3.3664 441.00 

X1.5 131 0 3.6107 473.00 

X2.1 131 0 3.2977 432.00 

X2.2 131 0 3.3053 433.00 

X2.3 131 0 3.4351 450.00 

X2.4 131 0 3.3511 439.00 

X2.5 131 0 3.3282 436.00 

Z.1 131 0 3.3053 433.00 

Z.2 131 0 3.7786 495.00 

Z.3 131 0 3.5344 463.00 

Y.1 131 0 3.5115 460.00 

Y.2 131 0 3.9313 515.00 

Y.3 131 0 4.0000 524.00 
 

Frequency Table 
 

Jenis Kelamin 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
Pria 

 
58 

 
44.3 

 
44.3 

 
44.3 

 
Wanita 73 55.7 55.7 100.0 

 
Total 131 100.0 100.0 

 

 
 

Usia 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
< 23 tahun 

 
7 

 
5.3 

 
5.3 

 
5.3 

 
23.1-24 tahun 31 23.7 23.7 29.0 

 
24.1-25 tahun 43 32.8 32.8 61.8 

 
> 25 tahun 50 38.2 38.2 100.0 

 
Total 131 100.0 100.0 

 

 
Angkatan 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
Tahun 2020 

 
53 

 
40.5 

 
40.5 

 
40.5 

 
Tahun 2021 78 59.5 59.5 100.0 

 
Total 131 100.0 100.0 

 

 
 

Frekuensi Pembelian 
 

Frequency Percent Valid Percent Cumulative Percent 
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Valid 2-3 kali 64 48.9 48.9 48.9 

 
4-5 kali 40 30.5 30.5 79.4 

 
> 5 kali 27 20.6 20.6 100.0 

 
Total 131 100.0 100.0 

 

 
X1.1 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
30 

 
22.9 

 
22.9 

 
22.9 

 
CS 44 33.6 33.6 56.5 

 
S 44 33.6 33.6 90.1 

 
SS 13 9.9 9.9 100.0 

 
Total 131 100.0 100.0 

 

 
 

X1.2 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
26 

 
19.8 

 
19.8 

 
19.8 

 
CS 48 36.6 36.6 56.5 

 
S 46 35.1 35.1 91.6 

 
SS 11 8.4 8.4 100.0 

 
Total 131 100.0 100.0 

 

 
 

X1.3 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
CS 

 
72 

 
55.0 

 
55.0 

 
55.0 

 
S 39 29.8 29.8 84.7 

 
SS 20 15.3 15.3 100.0 

 
Total 131 100.0 100.0 

 

 
 
 

X1.4 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
38 

 
29.0 

 
29.0 

 
29.0 

 
CS 32 24.4 24.4 53.4 

 
S 36 27.5 27.5 80.9 

 
SS 25 19.1 19.1 100.0 

 
Total 131 100.0 100.0 

 

 
 
 
 
 
 
 
 
 
 
 

X1.5 
 

Frequency Percent Valid Percent Cumulative Percent 
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Valid CS 69 52.7 52.7 52.7 

 
S 44 33.6 33.6 86.3 

 
SS 18 13.7 13.7 100.0 

 
Total 131 100.0 100.0 

 

 
X2.1 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
31 

 
23.7 

 
23.7 

 
23.7 

 
CS 43 32.8 32.8 56.5 

 
S 44 33.6 33.6 90.1 

 
SS 13 9.9 9.9 100.0 

 
Total 131 100.0 100.0 

 

 
X2.2 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
37 

 
28.2 

 
28.2 

 
28.2 

 
CS 37 28.2 28.2 56.5 

 
S 37 28.2 28.2 84.7 

 
SS 20 15.3 15.3 100.0 

 
Total 131 100.0 100.0 

 

 
X2.3 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
33 

 
25.2 

 
25.2 

 
25.2 

 
CS 34 26.0 26.0 51.1 

 
S 38 29.0 29.0 80.2 

 
SS 26 19.8 19.8 100.0 

 
Total 131 100.0 100.0 

 

 
X2.4 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
36 

 
27.5 

 
27.5 

 
27.5 

 
CS 32 24.4 24.4 51.9 

 
S 44 33.6 33.6 85.5 

 
SS 19 14.5 14.5 100.0 

 
Total 131 100.0 100.0 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

X2.5 
 

Frequency Percent Valid Percent Cumulative Percent 
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Valid TS 33 25.2 25.2 25.2 

 
CS 40 30.5 30.5 55.7 

 
S 40 30.5 30.5 86.3 

 
SS 18 13.7 13.7 100.0 

 
Total 131 100.0 100.0 

 

 
Z.1 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
26 

 
19.8 

 
19.8 

 
19.8 

 
CS 47 35.9 35.9 55.7 

 
S 50 38.2 38.2 93.9 

 
SS 8 6.1 6.1 100.0 

 
Total 131 100.0 100.0 

 

 
 

Z.2 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
16 

 
12.2 

 
12.2 

 
12.2 

 
CS 30 22.9 22.9 35.1 

 
S 52 39.7 39.7 74.8 

 
SS 33 25.2 25.2 100.0 

 
Total 131 100.0 100.0 

 

 
 

Z.3 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
14 

 
10.7 

 
10.7 

 
10.7 

 
CS 58 44.3 44.3 55.0 

 
S 34 26.0 26.0 80.9 

 
SS 25 19.1 19.1 100.0 

 
Total 131 100.0 100.0 

 

 
 

Y.1 
 

Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
14 

 
10.7 

 
10.7 

 
10.7 

 
CS 45 34.4 34.4 45.0 

 
S 63 48.1 48.1 93.1 

 
SS 9 6.9 6.9 100.0 

 
Total 131 100.0 100.0 

 

 
 
 
 
 
 
 

Y.2 
 

Frequency Percent Valid Percent Cumulative Percent 
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Valid TS 10 7.6 7.6 7.6 

 
CS 34 26.0 26.0 33.6 

 
S 42 32.1 32.1 65.6 

 
SS 45 34.4 34.4 100.0 

 
Total 131 100.0 100.0 

 

 
Y.3 

 
Frequency Percent Valid Percent Cumulative Percent 

 
Valid 

 
TS 

 
7 

 
5.3 

 
5.3 

 
5.3 

 
CS 33 25.2 25.2 30.5 

 
S 44 33.6 33.6 64.1 

 
SS 47 35.9 35.9 100.0 

 
Total 131 100.0 100.0 
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Lampiran 5 : Uji Instrumen Penelitian 
 

1. Uji Validitas dan Reliabilitas Customer Capital 

Scale: ALL VARIABLES 

Case Processing Summary 
 

N % 

 
Cases 

 
Valid 

 
131 

 
100.0 

 
Excludeda 0 .0 

 
Total 131 100.0 

 
a. Listwise deletion based on all variables in the procedure. 

 
 
 

Reliability Statistics 

Cronbach's Alpha N of Items 

.883 5 

 
 

Item-Total Statistics 
  

 
Scale Mean if Item Deleted 

Scale Variance if Item 

Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if Item 

Deleted 

 
X1.1 

 
13.9008 

 
8.090 

 
.832 

 
.829 

X1.2 13.8855 9.502 .567 .892 

X1.3 13.6031 9.180 .817 .842 

X1.4 13.8397 7.689 .740 .860 

X1.5 13.5954 9.658 .721 .862 

 
 

2. Uji Validitas dan Reliabilitas Orientasi Pelayanan 

Scale: ALL VARIABLES 

 
Case Processing Summary 

 
N % 

 
Cases 

 
Valid 

 
131 

 
100.0 

 
Excludeda 0 .0 

 
Total 131 100.0 

 
a. Listwise deletion based on all variables in the procedure. 

 
 
 

Reliability Statistics 

Cronbach's Alpha N of Items 

.910 5 
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Item-Total Statistics 
  

 
Scale Mean if Item Deleted 

Scale Variance if Item 

Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if Item 

Deleted 

 
X2.1 

 
13.4198 

 
12.630 

 
.847 

 
.876 

X2.2 13.4122 12.321 .788 .887 

X2.3 13.2824 12.097 .794 .886 

X2.4 13.3664 13.203 .651 .915 

X2.5 13.3893 12.532 .795 .885 

 
 

3. Uji Validitas dan Reliabilitas Kepuasan Pelanggan 

Scale: ALL VARIABLES 

Case Processing Summary 
 

N % 

 
Cases 

 
Valid 

 
131 

 
100.0 

 
Excludeda 0 .0 

 
Total 131 100.0 

 
a. Listwise deletion based on all variables in the procedure. 

 
 
 

Reliability Statistics 

Cronbach's Alpha N of Items 

.810 3 

 
 
 

Item-Total Statistics 
  

 
Scale Mean if Item Deleted 

Scale Variance if Item 
 

Deleted 

Corrected Item-Total 
 

Correlation 

Cronbach's Alpha if Item 
 

Deleted 

 
Z.1 

 
7.3130 

 
2.740 

 
.701 

 
.702 

Z.2 6.8397 2.505 .668 .732 

Z.3 7.0840 2.739 .615 .785 

 
 

4. Uji Validitas dan Reliabilitas Loyalitas Pelanggan 

Scale: ALL VARIABLES 

Case Processing Summary 
 

N % 

 
Cases 

 
Valid 

 
131 

 
100.0 

 
Excludeda 0 .0 

 
Total 131 100.0 

 
a. Listwise deletion based on all variables in the procedure. 
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Reliability Statistics 

Cronbach's Alpha N of Items 

.904 3 

 
 
 

Item-Total Statistics 
  

 
Scale Mean if Item Deleted 

Scale Variance if Item 
 

Deleted 

Corrected Item-Total 
 

Correlation 

Cronbach's Alpha if Item 
 

Deleted 

 
Y.1 

 
7.9313 

 
3.095 

 
.807 

 
.875 

Y.2 7.5115 2.544 .807 .871 

Y.3 7.4427 2.618 .835 .842 

 
Lampiran 6 : Uji Normalitas 

 
One-Sample Kolmogorov-Smirnov Test 

 
Unstandardized Residual 

 
N 

  
131 

Normal Parametersa,b Mean .0000000 

 Std. Deviation .46081911 

Most Extreme Differences Absolute .068 

 Positive .043 

 Negative -.068 

Test Statistic  .068 

Asymp. Sig. (2-tailed)  .200c,d 

 
a. Test distribution is Normal. 

 
b. Calculated from data. 

 
c. Lilliefors Significance Correction. 

 
d. This is a lower bound of the true significance. 

 
 

Lampiran 7 : Analisis Regresi dan Korelasi (Sub Struktur 1) 
Variables Entered/Removeda 

Model Variables Entered Variables Removed Method 

 
1 Orientasi Pelayanan , 

 
Costomer Capitalb 

 

. 

 

Enter 

 
a. Dependent Variable: Kepuasan Pelanggan 

 
b. All requested variables entered. 

 
 
 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .748a .560 .553 .52097 

 
a. Predictors: (Constant), Orientasi Pelayanan , Costomer Capital 
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ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

 
1 

 
Regression 

 
44.250 

 
2 

 
22.125 

 
81.517 

 
.000b 

 Residual 34.741 128 .271 

 Total 78.991 130  

 
a. Dependent Variable: Kepuasan Pelanggan 

 
b. Predictors: (Constant), Orientasi Pelayanan , Costomer Capital 

 
 
 

Coefficientsa 

 
 
 
 

Model 

 
 

Unstandardized Coefficients 

Standardized 

Coefficients 

 
 
 
 

t 

 
 
 
 

Sig. 
 

B 
 

Std. Error 
 

Beta 

 
1 (Constant) 

 
.457 

 
.246 

  
1.853 

 
.066 

Costomer Capital .631 .066 .592 9.581 .000 

Orientasi Pelayanan .273 .055 .307 4.963 .000 

 
a. Dependent Variable: Kepuasan Pelanggan 

 
 

Lampiran 8 Analisis Regresi dan Korelasi (Sub Struktur 2) 
Variables Entered/Removeda 

Model Variables Entered Variables Removed Method 

 
1 

 
Kepuasan Pelanggan , 

Orientasi Pelayanan , 

Costomer Capitalb 

 
 

. 

 
 

Enter 

 
a. Dependent Variable: Loyalitas Pelanggan 

 
b. All requested variables entered. 

 
 
 

Model Summaryb 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .823a .677 .669 .46623 

 
a. Predictors: (Constant), Kepuasan Pelanggan , Orientasi Pelayanan , Costomer Capital 

 
b. Dependent Variable: Loyalitas Pelanggan 

 
 
 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

 
1 

 
Regression 

 
57.763 

 
3 

 
19.254 

 
88.578 

 
.000b 

 Residual 27.606 127 .217 

 Total 85.369 130  

 
a. Dependent Variable: Loyalitas Pelanggan 

 
b. Predictors: (Constant), Kepuasan Pelanggan , Orientasi Pelayanan , Costomer Capital 
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Coefficientsa 

 
 
 
 

Model 

 
 

Unstandardized Coefficients 

Standardized 

Coefficients 

 
 

t 

 
 

Sig. 

 
 

Collinearity Statistics 

 
B 

 
Std. Error 

 
Beta 

   
Tolerance 

 
VIF 

 
1 (Constant) 

 
.274 

 
.224 

  
1.228 

 
.222 

  

Costomer Capital .434 .077 .392 5.623 .000 .524 1.910 

Orientasi Pelayanan .202 .054 .218 3.749 .000 .754 1.326 

Kepuasan Pelanggan .388 .079 .373 4.901 .000 .440 2.274 

 
a. Dependent Variable: Loyalitas Pelanggan 

 
 

Residuals Statisticsa 

 
Minimum Maximum Mean Std. Deviation N 

 
Predicted Value 

 
2.6239 

 
5.0540 

 
3.8142 

 
.66658 

 
131 

Std. Predicted Value -1.786 1.860 .000 1.000 131 

Standard Error of Predicted Value .045 .131 .079 .019 131 

Adjusted Predicted Value 2.6224 5.0820 3.8136 .66804 131 

Residual -1.52749 1.09034 .00000 .46082 131 

Std. Residual -3.276 2.339 .000 .988 131 

Stud. Residual -3.384 2.382 .001 1.007 131 

Deleted Residual -1.63008 1.13134 .00062 .47798 131 

Stud. Deleted Residual -3.534 2.428 -.002 1.018 131 

Mahal. Distance .206 9.340 2.977 2.016 131 

Cook's Distance .000 .192 .009 .021 131 

Centered Leverage Value .002 .072 .023 .016 131 

 
a. Dependent Variable: Loyalitas Pelanggan 
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Charts 
 
 
 

 
 

Lampiran 9 : Hasil Uji Sobel test secara online 
9.1. Uji sobel test secara online pengaruh customer capital terhadap loyalitas pelanggan 

melalui kepuasan pelanggan 
 

 
3. Uji sobel test secara online pengaruh orientasi pelayanan terhadap loyalitas 

pelanggan melalui kepuasan pelanggan 
 


