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Abstract

This research is about the effect of service quality and customer satisfaction on customer
loyalty at UPGRI Tour & Travel Semarang City. This research using explanatory
research involved 100 respondents selected through proportionate random sampling
technique. Data was collected through questionnaires and analyzed using descriptive
statistical analysis, validity and reliability tests, classical assumption tests, multiple linear
regression analysis, hypothesis testing coefficient of determination (R?), F test and T test. The
results showed that service quality and customer satisfaction have a significant effect on
customer loyalty. These findings suggest that these factors can increase customer loyalty and
help companies create effective marketing strategies.
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