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ABSTRACT

Bayu Pratama. 302 11 11 057

The Influence of Marketing Mix of Service on the Consmer Loyalty at PT.
Bumiputera Muda 1967 Pangkalpinang.

The background of this research is based on the phenomenon that shows
marketing mix is cannot be applied maximally in the insurance company. The
purpose of this study us to know and to get review of influence of product, price,
promotion, people, place, prosess, and physical evidence.

This is descriptive quantitative research with a total sample of 239
respondendnts, while the sampling technique uses Slovin technique. The
independent of this research consists of product, price, promotion, place, people,
prosess, and physical evidence, while dependent variable is consumer loyalty. The
test of instrument uses validity test and reliability test. The data analyzing method
uses multple linear regressions with t test, F test and R®.

The result of independent valiable is obtatained that variable of product
(X1) tvaie (6.003) > Tiape (1.969), variable of price (Xz) tvawe (2.939) > Tiapel
(1.969), variable of promotion (X3) tyae (3.783) > Tiapie (1.969), variable of plece
(X4) tvawe (2.262) > Tiape (1.969), variable of people (Xs) tyaie (2.026) > Tiapie
(1.969), variable of process (Xs) tvawe (2.273) > Tiane (1.969), and variable of
physical evidence (X7) tyaie (4.257) > Tiaple (1.969). Thus variable of Product (X;)
has partial influence on consumer loyalty (Y), variable of prince (X;) has partial
influence on consumer loyalty (Y), variable of promotion (X3) has partial
influence on consumer loyalty (Y), variable of place (X;) has partial influence on
consumer loyalty (Y), variable of people(Xs) has partial influence on consumer
loyalty (), variable of process (Xs) has partial influence on consumer loyalty (Y),
and variable of physical evidence (X;) has partial influence on consumer loyalty
(Y). The result of F test indicates Fyque is 208.333 and Fape is dfl = the degree of
the numerator 7 and df 2 = the degree of the denominator 231 with significance
level of 5% thus obtained Fiapie iS 2.05, means Fyaue > Frane. The result of p =
0.000 < 0.05, thus Ho is rejected and Ha is accepted, which means independent
variable (product, price, promotion, place, people, process, and physical
evidence) simultaneously influence dependent variable (consumer loyalty)
positively and significantly. The result of determination (R2) shows Adjusted R
Square is 0.859 or 85.9% which means variable of consumer loyality can be
influence by variable of product, price, promotion, place, people, process, and
physical evidence, the reamaining 14.1% can be influenced by other variable
outsida of research

Keywords: product, price, promotion, place, people, process, physical evidence
and consumer loyalty.






ABSTRAK

Bayu Pratama. 302 11 11 057. Pengaruh Bauran Pemasaran Jasa terdahap
Loyalitas Konsumen pada PT. Bumiputera muda 1967 cabang
Pangkalpinang

Penelitian ini dilatar belakangi berdasarkan fenomena yang ada
menunjukan bahwa bauran pemasaran belum dapat diterapkan dengan maksimal
didalam perusahaan asuransi. Tujuan dari penelitian ini adalah untuk mengetahui
dan mendapatkan kajian tentang pengaruh produk, harga, promosi, tempat, orang,
proses, dan bukti fisik.

Penelitian ini merupakan penelitian deskriptif kuantitatif dengan jumlah
sampel sebanyak 239 responden, sedangkan metode pengambilan sampelnya
menggunakan Accidental sampling. Pada penelitian ini variabel bebasnya terdiri
dari produk, harga, promosi, tempat, orang, proses, dan bukti fisik. sedangkan
variabel terikatnya adalah loyalitas konsumen. Pengujian instrumen menggunakan
uji validitas dan uji reliabilitas. Sedangkan metode analisis data menggunakan
analisis regresi linier berganda dengan uji t, uji F dan R2.

Hasil penelitian variabel independen produk (X1) diperoleh thitwng (6,003)
> Travel (1,969), variabel harga (X2) thitung (2,939) > Ttabel (1,969), variabel promosi
(X3) thitung (3,783) > Ttabel (1,969), VariabEI tempat (X4) thitung (2,262) > Ttabel
(1,969), variabel orang (X5) thiung (2,026) > Tranel (1,969), variabel proses (X6)
thitung (2,273) > Ttabel (1,969), dan VariabEI bUktl flSlk (X?) thitung (4,257) > Ttabel
(1,969). Maka variabel produk (X1) berpengaruh secara parsial terhadap variabel
loyalitas konsumen (Y), variabel harga (X2) berpengaruh secara parsial terhadap
variabel loyalitas konsumen (), variabel promosi (X3) berpengaruh secara
parsial terhadap variabel loyalitas konsumen (Y), variabel tempat (X4)
berpengaruh secara parsial terhadap variabel loyalitas konsumen (Y), variabel
orang (X5), variabel proses (X6) berpengaruh secara parsial terhadap variabel
loyalitas konsumen (), dan variabel bukti fisik (X7) berpengaruh secara parsial
terhadap variabel loyalitas konsumen (). Hasil uji F menunjukkan bahwa Fhitung
sebesar 208,333 dan Ftner dengan dfl= derajat pembilangan 7 dan df 2 = derajat
penyebut 231 dengan taraf 5% maka didapat Fraber Sebesar 2,05, berarti Fnitung >
Ftaber. Hasil p = 0,000 < 0,05, variabel independen (produk, harga, promosi,
tempat, orang, proses dan bukti fisik) secara bersama-sama atau simultan
mempengaruhi variabel dependen (loyalitas konsumen) secara positif dan
signifikan. Hasil uji koefisien determinasi (R?) menunjukkan angka Adjusted R
Square 0,859 atau 85,9% yakni berarti variasi variabel loyalitas konsumen dapat
dijelaskan oleh variabel produk, harga, promosi, tempat, orang, proses dan bukti
fisik, sisanya 14,1% dapat dijelaskan oleh variabel lain diluar dari variabel
penelitian.

Kata kunci : Produk, Harga, Promosi, Tempat, Orang, Proses dan Bukti
Fisik, dan loyalitas Konsumen.
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