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PENGARUH KUALITAS PELAYANAN, HARGA TERHADAP KEPUASAN 
DAN LOYALITAS PELANGGAN (STUDI PADA BORN FIT THAMRIN 

JAKARTA PUSAT)

ABSTRAK
Penelitian ini bertujuan untuk mengetahui pengaruh dimensi kualitas pelayanan, 

harga terhadap kepuasan dan loyalitas pelanggan di Born Fit Thamrin Jakarta pusat.
Kepuasan pelanggan dan harga sebagai variabel dependen, sedangkan kepuasan 
kepuasan dan loyalitas pelanggan sebagai variabel independen.

Penelitian ini menggunakan pendekatan kuantitatif yang dianalisis mengunakan 
Partial Least Square (PLS) dengan software WarpPLS 6.0. Populasi dari penelitian 
ini adalah seluruh member Born Fit yang telah terdaftar pada tahun 2019. Sampel 
ditentukan berdasarkan metode purposive sampling, dengan pertimbangan yaitu 
responden telah menjadi member Born Fit setidaknya 1 (satu) bulan pada tahun 2019. 
Jumlah sampel yang diberikan kuesioner untuk dilakukan observasi adalah sebanyak 
98 responden.

Hasil penelitian ini menunjukan bahwa kualitas pelayanan berpengaruh 
signifikan terhadap kepuasan konsumen, kualitas pelayanan berpengaruh signifikan 
terhadap loyalitas pelanggan, harga berpengaruh signifikan terhadap kepuasan
konsumen, harga berpengaruh signifikan terhadap loyalitas pelanggan.

Kata Kunci: Kualitas pelayanan, Harga, Kepuasan konsumen, Loyalitas 
pelanggan
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THE EFFECT OF SERVICE QUALITY, PRICE ON CUSTOMER 
SATISFACTION AND LOYALTY (CASE STUDY AT BORN FIT THAMRIN, 

CENTRAL JAKARTA)

ABSTRACT
This study aims to determine the effect of the dimensions of service quality, 

price on customer satisfaction and loyalty at Born Fit Thamrin, central Jakarta. 
Customer satisfaction and price are the dependent variable, while satisfaction and 
customer loyalty are the independent variables.

This research uses a quantitative approach that is analyzed using Partial 
Least Square (PLS) with WarpPLS 6.0 software. The population of this study are 
all Born Fit members who have registered in 2019. The sample is determined based 
on the purposive sampling method, with the consideration that the respondent has 
been a Born Fit member for at least 1 (one) month in 2019. The number of samples 
given the questionnaire for observation is 98 respondents

The results of this study indicate that service quality has a significant effect 
on customer satisfaction, service quality has a significant effect on customer loyalty, 
price has a significant effect on customer satisfaction, price has a significant effect 
on customer loyalty.

Keywords: Service quality, Price, Customer satisfaction, Customer loyalty
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