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ABSTRAK 
Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan, 

persepsi harga dan kualitas produk terhadap kepuasan dan loyalitas pelanggan 
pada Cafe Terrace Fakultas Teknik di Universitas Negeri Jakarta. 

Metode yang digunakan dalam penelitian ini adalah metode penelitian 
asosiatif kuantitatif dnegan pendekatan survei. Populasi dalam penelitian ini 
adalah pelanggan mahasiswa Fakultas Teknik di Universitas Negeri Jakarta 
semester 2019/2020 sebanyak 3815 mahasiswa. Sampel yang digunakan sebanyak 
362 berdasarkan rumus Slovin. 

Berdasarkan analisis hasil dan pembahasan kualitas pelayanan 
berpengaruh langsung berpengaruh positif dan signifikan terhadap kepuasan 
pelanggan, dimana H1 diterima, persepsi harga berpengaruh langsung positif dan 
signifikan terhadap kepuasan pelanggan, dimana H2 diterima, kualitas produk 
berpengaruh langsung positif dan signifikan terhadap kepuasan pelanggan, dimana 
H3 diterima, kualitas pelayanan berpengaruh langsung positif dan signifikan 
terhadap loyalitas pelanggan, dimana H4 diterima, persepsi harga berpengaruh 
langsung positif dan signifikan terhadap loyalitas pelanggan, dimana H5 diterima, 
kualitas produk berpengaruh langsung positif dan signifikan terhadap loyalitas 
pelanggan, dimana H6 diterima, kepuasan berpengaruh langsung positif dan 
signifikan terhadap loyalitas pelanggan, dimana H7 diterima, kualitas pelayanan 
berpengaruh tidak langsung positif dan signifikan terhadap loyalitas pelanggan 
dengan kepuasan pelanggan sebagai variabel intervening, dimana H8 diterima, 
persepsi harga berpengaruh tidak langsung positif dan signifikan terhadap 
loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel intervening, 
dimana H9 diterima, kualitas produk berpengaruh tidak langsung positif dan 
signifikan terhadap loyalitas pelanggan dengan kepuasan pelanggan pada Cafe 
Terrace Fakultas Teknik di Universitas Negeri Jakarta sebagai variabel 
intervening, dimana H10 diterima. 

 
Kata kunci : Kualitas pelayanan, persepsi harga, kualitas produk, kepuasan  
                    loyalitas pelanggan  
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THE INFLUENCE OF SERVICE QUALITY, PRICE PERCEPTION AND 
PRODUCT QUALITY TO CUSTOMER SATISFACTION AND LOYALITY 

(Case Study at Cafe Terrace Faculty of Engineering at Jakarta State University) 
 

 
ABSTRACT 

This study aims to determine the influence of service quality, price 
perception and product quality on customer satisfaction and loyalty at the Faculty 
of Engineering Cafe Terrace at Jakarta State University. 

The method used in this study is a quantitative associative research 
method with a survey approach. The population in this study were customers of 
the Faculty of Engineering at State University of Jakarta in 2019/2020 as many as 
3815 students. The sample used was 362 based on the Slovin formula. 

Based on the analysis of the results and discussion of service quality has a 
direct positive and significant influence on customer satisfaction, where H1 is 
accepted, price perception has a direct positive and significant influence on 
customer satisfaction, where H2 is received, product quality has a positive and 
significant direct influence on customer satisfaction, where H3 is received , 
service quality has a positive and significant direct influence on customer loyalty, 
where H4 is accepted, price perception has a positive and significant direct 
influence on customer loyalty, where H5 is accepted, product quality has a 
positive and significant direct influence on customer loyalty, where H6 is 
received, satisfaction has a positive direct influence and significant to customer 
loyalty, where H7 is accepted, service quality has an indirect and positive 
significant influence on customer loyalty with customer satisfaction as an 
intervening variable, where H8 is accepted, perception price positive and 
significant indirect influence on customer loyalty with customer satisfaction as an 
intervening variable, where H9 is accepted, product quality has a positive and 
significant indirect influence on customer loyalty with customer satisfaction at the 
Cafe Terrace Faculty of Engineering at Jakarta State University as an intervening 
variable, where H10 be accepted. 
Keywords: Service quality, price perception, product quality, satisfaction,  
                  customer loyalty 
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