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Abstrak
Penelitian ini dilakukan untuk mengetahui dan menganalisis pengaruh dari kualitas layanan
dan harga terhadap loyalitas pelanggan yang dimediasi oleh kepuasan pelanggan. Penelitian
ini menggunakan pendekatan kuantitatif. Teknik pengumpulan data pada penelitian ini dengan
menggunakan penyebaran kuesioner. Populasi pada penelitian ini yaitu para pelanggan Rumah
Makan Rawon Klakah sebanyak 160 pelanggan. Alat analisis data yang digunakan dalam
penelitian ini dengan menggunakan softwere aplikasi- SmartPLS 3.0. Hasil penelitian ini
menunjukkan bahwa Kualitas Layanan berpengaruh positif dan signifikan terhadap Loyalitas
Pelanggan. Harga berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan. Kualitas
Layanan berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan. Harga tidak
berpengaruh signifikan terhadap Kepuasan Pelanggan. Kepuasan Pelanggan berpengaruh
positif dan signifikan terhadap Loyalitas Pelanggan. Kepuasan Pelanggan mampu memediasi
antara Kualitas Layanan terhadap Loyalitas Pelanggan. Kepuasan Pelanggan tidak mampu

mmediasi Harga terhadap Loyalitas Pelanggan.

Kata kunci: kualitas layanan, harga, loyalitas pelanggan, kepuasan pelanggan.
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THE EFFECT OF SERVICE QUALITY AND PRICE ON CUSTOMER LOYALTY
MEDIATED BY CUSTOMER SATISFACTION ON
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Management Study Program Faculty
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JI Raya Tlogomas No. 246 Malang

Corresponding E-mail: dindawahyu37@gmail.com

Abstract
This study was conducted to determine and analyze the effect of service quality and price on
customer loyalty mediated by customer satisfaction. This study uses a quantitative approach.
The data collection technique in this study used questionnaires. The population in this study
were 160 customers of Rawon Klakah Restaurant. The data analysis tool used in this study
was the SmartPLS 3.0 application software. The results of this study-indicate that Service
Quality has a positive and significant effect on Customer Loyalty. Price has a positive and
significant effect on Customer Loyalty. Service Quality has a positive and significant effect on
Customer Satisfaction. Price does not have a significant effect on Customer Satisfaction.
Customer Satisfaction has a positive and significant effect on Customer Loyalty. Customer
Satisfaction is able to mediate between Service Quality and Customer Loyalty. Customer

Satisfaction is unable to mediate Price on Customer Loyalty

Keywords— service quality, price, customer loyalty, customer satisfaction
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