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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh kapabilitas kepemimpinan terhadap 

loyalitas pelanggan pada PT. Eka Multi Bahari, dengan kepuasan pelanggan sebagai 

variabel mediasi. Melalui pendekatan kuantitatif, data dikumpulkan menggunakan 

kuesioner dari 35 responden yang merupakan pelanggan profesional di industri galangan 

kapal, kemudian dianalisis menggunakan metode analisis jalur (path analysis). Hasil 

penelitian menunjukkan bahwa kapabilitas kepemimpinan berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan, namun tidak memiliki pengaruh signifikan secara 

langsung terhadap loyalitas pelanggan. Sebaliknya, kepuasan pelanggan terbukti 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan serta bertindak sebagai 

mediator penuh (full mediation) dalam hubungan tersebut. Temuan ini menegaskan bahwa 

peningkatan kapabilitas kepemimpinan tidak secara otomatis mendorong loyalitas 

pelanggan, melainkan harus melalui penciptaan pengalaman pelayanan yang memuaskan 

terlebih dahulu. Berdasarkan hasil tersebut, manajemen PT. Eka Multi Bahari disarankan 

untuk memfokuskan peran kepemimpinan pada strategi peningkatan kepuasan pelanggan, 

seperti mengoptimalkan komunikasi terbuka, ketepatan waktu pengerjaan proyek, dan 

responsivitas terhadap keluhan demi membangun hubungan bisnis jangka panjang. 

Kata Kunci: Kapabilitas Kepemimpinan, Kepuasan Pelanggan, Loyalitas Pelanggan, 

Galangan Kapal 
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ABSTRACT 

This study aims to analyse the influence of leadership capability on customer loyalty at PT. 

Eka Multi Bahari, with customer satisfaction as a mediating variable. Utilising a 

quantitative approach, data were collected through questionnaires from 35 respondents 

who are professional clients in the shipyard industry and were subsequently analysed using 

the path analysis method. The results indicate that leadership capability has a positive and 

significant effect on customer satisfaction, but it does not have a significant direct effect on 

customer loyalty. Conversely, customer satisfaction is proven to have a positive and 

significant effect on customer loyalty and acts as a full mediator in that relationship. These 

findings emphasise that enhancing leadership capability does not automatically drive 

customer loyalty; rather, it must first be channelled through the creation of a satisfying 

service experience. Based on these results, the management of PT. Eka Multi Bahari is 

advised to focus leadership roles on strategies that enhance customer satisfaction, such as 

optimising open communication, ensuring timely project completion, and maintaining 

responsiveness to complaints to build long-term business relationships. 

Keywords: Leadership Capability, Customer Satisfaction, Customer Loyalty, Shipyard 
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