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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh Kualitas Layanan dan 

Promosi terhadap Loyalitas di Bengkel Surya Motor Bandung Jawa Barat. 

Pertumbuhan jumlah kendaraan roda empat di Kota Bandung mendorong 

persaingan yang ketat di bisnis jasa otomotif, sehingga Bengkel Surya Motor 

Bandung dituntut untuk mempertahankan pelanggan melalui peningkatan kualitas 

layanan dan strategi promosi yang efektif. Penelitian ini bertujuan untuk 

menganalisis pengaruh kualitas layanan dan promosi, baik secara parsial maupun 

simultan, terhadap loyalitas pelanggan di Bengkel Surya Motor Bandung. Metode 

penelitian yang digunakan adalah kuantitatif dengan pendekatan asosiatif kausal. 

Populasi penelitian meliputi seluruh pelanggan aktif Bengkel Surya Motor 

Bandung, di mana pengambilan sampel dilakukan menggunakan teknik non-

probability sampling dengan pendekatan purposive sampling. Pengumpulan data 

dilakukan melalui penyebaran kuesioner digital dan dianalisis menggunakan 

metode regresi linear berganda. Hasil penelitian menunjukkan bahwa secara parsial, 

kualitas layanan dan promosi masing-masing berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan. Secara simultan, kualitas layanan dan promosi juga 

terbukti berpengaruh signifikan terhadap peningkatan loyalitas pelanggan. Di 

antara kedua variabel independen tersebut, variabel promosi memberikan 

kontribusi pengaruh yang paling dominan dalam membentuk loyalitas pelanggan. 

Kontribusi teoritis penelitian ini memperluas literatur manajemen pemasaran 

mengenai loyalitas pelanggan pada sektor jasa perbaikan otomotif. Secara praktis, 

penelitian ini memberikan saran bagi manajemen Bengkel Surya Motor Bandung 

untuk berfokus pada penguatan strategi promosi berbasis digital serta peningkatan 

kecepatan dan keandalan layanan operasional bengkel. 

Kata Kunci : Kualitas Layanan, Promosi, Loyalitas Pelanggan, Bengkel Surya 

Motor Bandung. 
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ABSTRACT 

This study aims to analyze the influence of service quality and promotion on 

customer loyalty at Bengkel Surya Motor Bandung, West Java. The growth in the 

number of four-wheeled vehicles in Bandung has driven intense competition within 

the automotive service industry, compelling Bengkel Surya Motor Bandung to 

retain customers by enhancing service quality and implementing effective 

promotional strategies. This research examines the impact of service quality and 

promotion—both individually and simultaneously—on customer loyalty at the 

workshop. A quantitative research method with a causal-associative approach was 

employed. The study population comprised all active customers of Bengkel Surya 

Motor Bandung, with sampling conducted using a non-probability, purposive 

sampling technique. Data were collected via digital questionnaires and analyzed 

using multiple linear regression. The results indicate that service quality and 

promotion each have a positive and significant partial effect on customer loyalty. 

Simultaneously, both variables were found to significantly influence the 

enhancement of customer loyalty. Among the two independent variables, promotion 

made the most dominant contribution to shaping customer loyalty. Theoretically, 

this study expands the marketing management literature regarding customer loyalty 

in the automotive repair service sector. Practically, the study suggests that Bengkel 

Surya Motor Bandung's management should focus on strengthening digital-based 

promotional strategies and improving the speed and reliability of the workshop's 

operational services. 

Keywords: Service Quality, Promotion, Customer Loyalty, Bengkel Surya Motor 

Bandung. 
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