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ABSTRAK 

 
Penelitian ini bertujuan untuk mengetahui hubungan antara Kualitas 

Pelayanan, Harga, Fasilitas dan Kepuasan dengan Loyalitas Pelanggan pada 
Rumah Sakit Hermina Grand Wisata di Bekasi. 

Penelitian ini menggunakan metode yang digunakan dalam penelitian 
ini adalah penelitian survei. Populasi dalam penelitian ini adalah seluruh 
pelanggan Rumah Sakit Hermina Grand Wisata di Bekasi pada warga Griya 
Setu Permai . Sampel dalam penelitian ini adalah 97 responden. Sampel 
penelitian ini menggunakan software Microsoft Office Excel dan Statistical 
Product and Service Solution (SPSS) 20. Alat Analisis yang  digunakan 
adalah uji validitas, uji reliabilitas, analisis koefisien kolerasi parsial dan 
simultan. 

Kesimpulannya adalah secara parsial variabel kualitas pelayanan, harga, 
fasilitas dan kepuasan memiliki hubungan yang positif dengan loyalitas 
pelanggan. Dan secara simultan variabel kualitas pelayanan, harga, fasilitas 
dan kepuasan memiliki hubungan yang positif dengan loyalitas pelanggan 

Kata Kunci: Kualitas Pelayanan, Harga, Fasilitas, Kepuasan, Loyalitas 
Pelanggan 
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THE RELATIONSHIP BETWEEN QUALITY OF SERVICE, PRICE, 
FACILITIES AND SATISFACTION WITH CUSTOMER LOYALTY IN 

HERMINA GRAND HOSPITAL IN BEKASI 
(A Case Study on Griya Setu Permai Residents) 

ABSTRACT 
 

This study aims to aims to determine the relationsip between Service Quality, 
Price and Facilities on Loyalty with Customer Satisfaction as Intervening Variables 
Hermina Grand Wisata in Bekasi. 

This research uses the method used in this research is survey research. The 
population in this study were all customers of t he Hermina Grand Wisata in Bekasi 
at Griya Setu Permai. The sample in this study was 97 respondents. This research 
sample uses Microsoft Office Excel software and Statistical Product and Service 
Solution (SPSS) 20. Analysis tools used are validity test, reliability test, partial and 
multiplecorrelation coefficient analysis. 

The conclusion is that partially service quality, price, facilites, and satisfaction 
variable has a positive relation with consumer loyalty.. Simultaneously the service 
quality, price, facilities and satisfaction variables have a positive relation with 
customer loyalty. 

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

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
ix 



 

DAFTAR ISI 

Halaman 

HALAMAN JUDUL ...........................................................................  i 

HALAMAN PERNYATAAN KEASLIAN ......................................... ii 

PERSETUJUAN PEMBIMBING ........................................................ iii 

HALAMAN PENGESAHAN .............................................................. iv 

KATA PENGANTAR ......................................................................... v 

HALAMAN PERNYATAAN PERSETUJUAN 

PUBLIKASI SKRIPSI ......................................................................... vii 

ABSTRAK .......................................................................................... viii 

DAFTAR ISI ....................................................................................... x 

DAFTAR TABEL ............................................................................... xiii 

DAFTAR GAMBAR ........................................................................... xv 

DAFTAR LAMPIRAN........................................................................ xvi 

BAB I PENDAHULUAN ............................................................ 1 

1.1  Latar Belakang Masalah............................................... 1 

1.2 Perumusan Masalah ..................................................... 4 

1.3  Tujuan Penelitian ......................................................... 5 

1.4  Manfaat Penelitian ....................................................... 5 

BAB II KAJIAN PUSTAKA ........................................................ 7 

2.1 Review Hasil-Hasil Penelitian Terdahulu ..................... 7 

2.2 Landasan Teori ............................................................ 15 

2.2.1.   Kualitas Pelayanan ......................................... 15 

2.2.2.   Harga ............................................................. 18 

2.2.3.    Fasilitas ........................................................... 19 

2.2.4.    Kepuasan......................................................... 20 

2.2.5.   Loyalitas Pelanggan ........................................ 22 

2.3 Hubungan Antar Variabel Penelitian dan Pengembangan 

Hipotesis...................................................................... 23 



 

 

 

2.3.1. Hubungan Kualitas Pelayanan Dengan Loyalitas 

Halaman 

Pelanggan ......................................................... 23 

2.3.2. Hubungan Harga Dengan Loyalitas Pelanggan .. 23 

2.3.3. Hubungan Fasilitas Dengan Loyalitas Pelanggan 24 

2.3.4 Hubungan Kepuasan Dengan Loyalitas  

Pelanggan ................................................................... 24 

2.3.5 Hubungan Antara Kualitas Pelayanan, Harga,  

Fasilitas Dan Kepuasan Dengan Loyalitas Pelanggan.. 24 

2.4. Hipotesis Penelitian .................................................... 24 

2.5. Kerangka Konseptual.................................................. 25 

 
BAB III 

 
METODA PENELITIAN................................................ 

 
27 

 3.1 Strategi Penelitian ........................................................ 27 

 3.2 Populasi dan Sampel .................................................... 27 

 3.2.1. Populasi Penelitian ............................................ 27 

 3.2.2. Sampel Penelitian .............................................. 27 

 3.3. Metoda Pengumpulan Data ........................................ 29 

 3.4. Operasional Variabel................................................... 30 

 3.5. Alat Analisis Data ....................................................... 35 

 3.5.1. Uji Validitas ..................................................... 36 

 3.5.2. Uji Reliabilitas .................................................. 37 

 3.5.3. Analisis Koefisien Kolerasi Parsial ................... 37 

 3.5.4. Analisis Koefisien Kolerasi Berganda................ 38 

 3.5.5. Pengujian Hipotesis ........................................... 39 

 

BAB IV 

 

HASIL DAN PEMBAHASAN......................................... 

 

41 

 4.1. Deskripsi Objek Penelitian .......................................... 41 

 4.2. Deskripsi Responden................................................... 42 

 4.3. Deskripsi Data ........................................................... 44 

 4.4. Metoda Analisis Data ................................................. 47 
 
 

xi 



 

Halaman 

4.4.1 Uji Validitas ............................................................. 47 

4.4.2 Uji Reliabilitas  ......................................................... 49 

4.5. Analisis Statistik Data ................................................ 50 

4.5.1. Analisis Koefisien Kolerasi Parsial.................... 50 

4.5.2. Analisis Koefisien Kolerasi Berganda ...............
 53 

4.5.3. Uji Hipotesis ..................................................... 53 

4.6. Interprestasi Hasil Pembahasan .................................. 56 

BAB V SIMPULAN DAN SARAN .............................................. 60 

5.1 Simpulan...................................................................... 60 

5.2 Saran............................................................................ 60 

5.3 Keterbatasan Penelitian dan Pengembangan Penelitian. 61 

DAFTAR REFERENSI ..................................................................... 63 

LAMPIRAN........................................................................................... 66 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
xii 



 

 

 DAFTAR TABEL  

  
Halaman 

Tabel 3.1. Skala Likert ..................................................................... 30 

Tabel 3.2. Indikator Dan Sub Indikator Kualitas Pelayanan...... ......... 31 

Tabel 3.3. Indikator dan Sub Indikator Harga ................................... 32 

Tabel 3.4. Indikator dan Sub Indikator Fasilitas ................................. 33 

Tabel 3.5. Indikator dan Sub Indikator Kepuasan .............................. 34 

Tabel 3.6. Indikator dan Sub Indikator Loyalitas Pelanggan ............. 35 

Tabel 3.7. Tabel Koefisien Korelasi .................................................. 37 

Tabel 3.8. Pedoman Interprestasi Koefisien Kolerasi ......................... 38 

Tabel 4.1. Data Karakteristik Responden Berdasarkan Usia............... 42 

Tabel 4.2 Data Karakteristik Responden Berdasarkan Jenis Kelamin 43 

Tabel 4.3. Data Karakteristik Responden Berdasarkan Pekerjaan....... 43 

Tabel 4.4. Hasil Uji Validitas Variabel Kualitas Pelayanan................ 47 

Tabel 4.5. Hasil Uji Validitas Variabel Harga .................................... 48 

Tabel 4.6. Hasil Uji Validitas Variabel Fasilitas ................................ 48 

Tabel 4.7. Hasil Uji Validitas Variabel Kepuasan .............................. 49 

Tabel 4.8. Hasil Uji Validitas Variabel Loyalitas Pelanggan .............. 49 

Tabel 4.9. Hasil Uji Reliabilitas......................................................... 50 

Tabel 4.10. Analisis Koefisien Korelasi Parsial Kualitas Pelayanan dengan 

Loyalitas Pelanggan ......................................................... 51 

Tabel 4.11. Analisis Koefisien Korelasi Parsial Harga dengan Loyalitas 

Pelanggan ......................................................................... 51 

Tabel 4.12. Analisis Koefisien Korelasi Parsial Fasilitas dengan Loyalitas 

Pelanggan ......................................................................... 52 

Tabel 4.13. Analisis Koefisien Korelasi Parsial Kepuasan dengan 

Loyalitas Pelanggan........................................................... 52 

Tabel 4.14. Analisis Koefisien Kolerasi Berganda ............................... 53 

Tabel 4.15. Hasil Pengujian Hipotesis Secara Parsial ........................... 54 

xiii 



xiv  

Halaman 

Tabel 4.16. Hasil Pengujian Hipotesis Secara Simultan............................. 57 



xv 
 

DAFTAR GAMBAR 
 
 

 
 Halaman 

Gambar 2.1. Kerangka Konseptual .................................................. 26 

Gambar 4.1. Diagram Skala Likert Kualitas Pelayanan .................... 44 

Gambar 4.2. Diagram Skala Likert Harga ......................................... 45 

Gambar 4.3. Diagram Skala Likert Fasilitas...................................... 45 

Gambar 4.4. Diagram Skala Likert Kepuasan ................................... 46 

Gambar 4.5. Diagram Skala Likert Loyalitas Pelanggan ................... 47 



xvi 
 

DAFTAR LAMPIRAN 

Halaman 

Lampiran 1.   Kuesioner Penelitian..................................................... 66 

Lampiran 2.   Rekapitulasi Jawaban Responden Kualitas Pelayanan... 71 

Lampiran 3.   Rekapitulasi Jawaban Responden Harga ....................... 72 

Lampiran 4.   Rekapitulasi Jawaban Responden Fasilitas.................... 73 

Lampiran 5.   Rekapitulasi Jawaban Responden Kepuasan ................ 74 

Lampiran 6.   Rekapitulasi Jawaban Responden Loyalitas Pelanggan . 75 

Lampiran 7.   Tabulasi Skor Kualitas Pelayanan ................................. 76 

Lampiran 8.   Tabulasi Skor Harga ..................................................... 79 

Lampiran 9.    Tabulasi Skor Fasilitas.................................................. 82 

Lampiran 10. Tabulasi Skor Kepuasan ............................................... 85 

Lampiran 11. Tabulasi Skor Loyalitas Pelanggan ............................... 88 

Lampiran 12. Tabulasi Skor Kualitas Pelayanan, Harga, Fasilitas, dan 

Kepuasan Loyalitas Pelanggan .................................... 91 

Lampiran 13. Distribusi Nilai r tabel Signifikansi 5% Dan 1% ........... 94 

Lampiran 14. Hasil Uji Validitas Kualitas Pelayanan ......................... 95 

Lampiran 15. Hasil Uji Validitas Harga.............................................. 96 

Lampiran 16. Hasil Uji Validitas Fasilitas ......................................... 97 

Lampiran 17. Hasil Uji Validitas Kepuasan........................................ 98 

Lampiran 18. Hasil Uji Validitas Loyalitas Pelanggan........................ 99 

Lampiran 19. Hasil Uji Reliabilitas Kualitas Pelayanan ........................... 100 

Lampiran 20. Hasil Uji Reliabilitas Harga ............................................... 101 

Lampiran 21. Hasil Uji Reliabilitas Fasilitas ............................................ 102 

Lampiran 22. Hasil Uji Reliabilitas Kepuasan ......................................... 103 

Lampiran 23. Hasil Uji Reliabilitas Loyalitas Pelanggan ......................... 104 

Lampiran 24. Hasil Pengolahan Data Perhitungan Nilai Koefisien 

Kolerasi Parsial .................................................................. 105 

Lampiran 25. Hasil Pengolahan Data Perhitungan Nilai Koefisien 

Kolerasi Berganda ............................................................. 106 



xvi
i 

 

Halaman 

Lampiran 26. Surat Riset .............................................................................107 

Lampiran 27. Daftar Riwayat Hidup ........................................................ 108 


