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ABSTRAK

Penelitian skripsi ini mengkaji pengaruh citra merek dan kualitas layanan
terhadap loyalitas pelanggan di kalangan jamaah Umrah yang sebelumnya telah
menggunakan jasa Al Ma’wa NU Tour & Travel Cilacap. Citra merek dan kualitas
layanan merupakan faktor penting dalam membangun kepercayaan dan loyalitas
pelanggan, mendorong jamaah yang telah memiliki pengalaman sebelumnya
dengan layanan Umrah, Haji, dan wisata religi dari agen tersebut untuk terus
menggunakan jasanya dan merekomendasikannya kepada calon jamaah lain yang

belum pernah menggunakan jasa agen perjalanan tersebut.

Studi ini menggunakan metodologi survei kuantitatif. Data dikumpulkan
melalui kuesioner yang dibagikan kepada alumni jamaah Umrah yang sebelumnya
telah menggunakan jasa agen perjalanan tersebut, dengan bantuan staf Al Ma’wa
NU Tour & Travel Cilacap. Sampel ditentukan menggunakan rumus Slovin, yang
awalnya menghasilkan sampel target sebanyak 43 responden. Pada akhirnya,
peneliti berhasil mengumpulkan dan memasukkan data kuesioner dari alumni

jamaah Umrah Al Ma’wa NU Tour & Travel Cilacap.

Hasil uji t menunjukkan bahwa citra merek ditolak dan tidak memiliki
pengaruh positif dan signifikan terhadap loyalitas pelanggan. Sebaliknya, kualitas
layanan diterima dan memiliki pengaruh positif dan signifikan terhadap loyalitas
pelanggan. Namun, ketika dianalisis secara simultan, kedua variabel tersebut tidak

memiliki pengaruh signifikan terhadap loyalitas jamaah Umrah.

Kata kunci: Citra Merek, Kualitas Layanan, dan Loyalitas Pelanggan
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ABSTRACT

This thesis research examines the influence of brand image and service
quality on customer loyalty among Umrah pilgrims who have previously used the
services of Al Ma’wa NU Tour & Travel Cilacap. Brand image and service quality
are important factors in building customer trust and loyalty, encouraging pilgrims
who have had previous experience with the agency’s Umrah, Hajj, and religious
tourism services to continue using its services and recommend them to other

prospective pilgrims who have never used the services of the travel agency.

This study employs a quantitative survey methodology. Data were collected
through questionnaires distributed to alumni of Umrah pilgrims who had previously
used the services of the travel agency, with the assistance of the staff of Al Ma’wa
NU Tour & Travel Cilacap. The sample was determined using the Slovin formula,
which initially resulted in a target sample of 43 respondents. Ultimately, the
researcher successfully collected and entered questionnaire data from alumni of

Umrah pilgrims of Al Ma’wa NU Tour & Travel Cilacap.

The results of the t-test indicate that brand image was rejected and did not
have a positive and significant effect on customer loyalty. In contrast, service
quality was accepted and had a positive and significant effect on customer loyalty.
However, when analyzed simultaneously, the two variables did not have a

significant effect on the loyalty of Umrah pilgrims.

Keyword: Brand Image, Service Quality, and Costumer Loyalty
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