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ABSTRAK

Tujuan Penelitian ini untuk mengetahui pengaruh Harga, Kualitas Pelayanan Dan
Nilai Pelanggan Terhadap Kepuasan Pelanggan dalam Membentuk Loyalitas
Pelanggan pada PT. Langganan Motor Manyar-Gresik. Sampel menggunakan
metode Sampling Purposive dengan teknik pengambilan sampel dengan
pertimbangan tertentu sebanyak 100 orang pelanggan. Teknik analisis data
menggunakan Path Analysis. Hasil analisis menunjukkan bahwa tidak ada
pengaruh secara langsung antara Harga, Kualitas Pelayanan, dan Nilai Pelanggan
terhadap Kepuasan Pelanggan. Tidak ada pengaruh secara langsung juga terjadi
antara Harga dan Kualitas Pelayanan terhadap Loyalitas Pelanggan. Namun, Nilai
Pelanggan menunjukkan terjadi pengaruh secara langsung terhadap Loyalitas
Pelanggan. Dan apabila ketiga variabel (Harga, Kualitas Pelayanan, dan Nilai
Pelanggan) dihubungkan terlebih dahulu melalui Kepuasan Pelanggan, terjadi
pengaruh secara tidak langsung antara Kualitas Pelayanan dan Nilai Pelanggan
terhadap Loyalitas dan untuk Harga tetap tidak terjadi pengaruh secara langsung
atau tidak langsung terhadap Loyalitas Pelanggan di PT. Langganan Motor
Manyar-Gresik.

Kata Kunci : Harga, Kualitas Pelayanan, Nilai Pelanggan, Kepuasan Pelanggan,
Loyalitas Pelanggan
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Diah Dewi Pahalawati, 14312096, Effect of Price, Service Quality and Customer
Value on Customer Satisfaction in Establishing Customer Loyalty at PT. Manyar-
Gresik Motorbike Subscriptions, Management, Faculty of Economics and
Business, Muhammadiyah University Gresik, January 6, 2019.

ABSTRACT

The purpose of this study was to determine the effect of Price, Service Quality and
Customer Value on Customer Satisfaction in Establishing Customer Loyalty at
PT. Langganan Motor Manyar-Gresik.. The sample uses Purposive Sampling with
a sampling technique with certain considerations as many as 100 customers. Data
analysis techniques use Path Analysis. The results of the analysis show that there
is no direct influence between Price, Service Quality, and Customer Value on
Customer Satisfaction. There is no direct effect also occurs between Price and
Service Quality on Customer Loyalty. However, Customer Value shows a direct
influence on Customer Loyalty. And if the three variables (Price, Service Quality,
and Customer Value) are connected first through Customer Satisfaction, there is
an indirect effect between Service Quality and Customer Value on Loyalty and for
the Price there is no direct or indirect influence on Customer Loyalty in PT.
Langganan Motor Manyar-Gresik.

Keywords: Price, Service Quality, Customer Value, Customer Satisfaction,
Customer Loyalty
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