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MEMBANGUN LOYALITAS MELALUI KUALITAS SISTEM, KUALITAS 

INFORMASI, DAN KUALITAS LAYANAN DENGAN KEPUASAN 

PELANGGAN SEBAGAI MEDIASI 

STUDI KASUS PADA PENGGUNA APLIKASI GREATDAY HR 

Bardani Bias Cahyadi 

 

ABSTRAK 

Tesis ini adalah hasil penelitian kuantitatif yang mana bertujuan untuk melakukan 

analisis faktor-faktor yang mempengaruhi kepuasan pelanggan pengguna GreatDay 

HR untuk meningkatkan Loyalitas Pelanggan. Data penelitian dihimpun melalui 

penyebaran kuesioner sebagai data primer dan data sekunder berdasarkan hasil studi 

literatur penelitian terdahulu. Selanjutnya dianalisis dengan analisis deskriptif 

kuantitatif, melalui studi korelasional untuk menganalisis hubungan kausalitas antara 

variabel penelitian sesuai dengan hipotesis yang disusun. Pada Uji t hasilnya 

menyatakan ada dampak secara positif dan signifikan antara kualitas sistem, kualitas 

informasi, dan kualitas layanan terhadap kepuasan pelanggan. Selanjutnya, hasil 

penelitian menyatakan ada dampak secara positif dan signifikan antara kualitas 

sistem dan kepuasan pelanggan terhadap loyalitas pelanggan. Hasil Uji t variabel 

yang paling berdampak terhadap kepuasan pelanggan adalah kualitas sistem dengan 

besar pengaruh 37%. Pada Uji Path Analysis hasilnya menyatakan bahwa kualitas 

informasi dan kualitas layanan berpengaruh negatif dan tidak signifikan secara 

langsung terhadap loyalitas pelanggan, sedangkan kualitas sistem berpengaruh positif 

dan signifikan secara langsung terhadap loyalitas pelanggan. Sejalan dengan 

kesimpulan di atas, makan disarankan perusahaan GreatDay HR maupun perusahaan 

penyedia jasa aplikasi serupa lainnya hendaknya melakukan peningkatan kepuasan 

pelanggan agar terciptanya loyalitas pelanggan dengan melakukan pengembangan 

pada kualitas sistem, kualitas informasi, dan kualitas layanan. 

 

Kata Kunci : HRIS app, pengguna aplikasi GreatDay HR, Loyalitas Pelanggan, 

Kepuasan Pelanggan  
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BUILD LOYALTY THROUGH THE QUALITY OF SYSTEM, THE 

QUALITY OF INFORMATION, AND THE QUALITY OF SERVICE WITH 

SATISFACTION OF CUSTOMERS AS MEDIATION  

CASE STUDY ON USER APPLICATION OF GREATDAY HR 

Bardani Bias Cahyadi 

ABSRACT 

This thesis is the result of quantitative research which aims to analyze the factors 

that influence customer satisfaction of GreatDay HR users to increase Customer 

Loyalty. Research data was collected through the distribution of questionnaires as 

primary data and secondary data based on the results of previous research literature 

studies. Furthermore, it is analyzed by quantitative descriptive analysis, through 

correlational studies to analyze the causality relationship between research 

variables in accordance with the compiled hypothesis. In the t-test the results state 

that there is a positive and significant impact between system quality, information 

quality, and service quality on customer satisfaction. Furthermore, the results of the 

study stated that there was a positive and significant impact between system quality 

and customer satisfaction on customer loyalty. The result of the t-test of the variable 

that has the most impact on customer satisfaction is the quality of the system with a 

large effect of 37%. In the Path Analysis Test, the results stated that the quality of 

information and service quality had a direct negative and insignificant effect on 

customer loyalty, while the quality of the system had a direct positive and significant 

effect on customer loyalty. In line with the conclusions above, it is recommended that 

GreatDay HR companies and other similar application service providers should 

improve customer satisfaction in order to create customer loyalty by developing 

system quality, information quality, and service quality. 

 

Keywords: HRIS app, GreatDay HR application users, Customer Loyalty, Customer 

Satisfaction 
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