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ABSTRAK 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh langsung 

antara kualitas pelayanan, harga, citra perusahaan, dan kepuasan pelanggan 

terhadap loyalitas pelanggan, dan pengaruh tidak langsung antara kualitas 

pelayanan, harga, dan citra perusahaan terhadap loyalitas melalui kepuasan 

pelanggan Indihome di Kelurahan Lubang Buaya, Jakarta Timur. 

Metode yang digunakan adalah penelitian asosiatif dengan pendekatan 

kuantitatif, dengan metode pengolahan data menggunakan SmartPLS 3.0 

(Partial Least Square). Populasi dari penelitian ini adalah pelanggan 

Indihome di Kelurahan Lubang Buaya, Jakarta Timur, yang berusia lebih dari 

20 tahun dan belangganan Indihome lebih dari 3 bulan. Sampel ditentukan 

berdasarkan metode Purposive Sampling, dengan sampel sebanyak 100 

responden. 

Hasil penelitian ini membuktikan bahwa variabel kualitas pelayanan, 

harga, dan citra perusahaan tidak berpengaruh signifikan terhadap loyalitas 

pelanggan, kepuasan berpengaruh signifikan terhadap loyalitas pelanggan, 

kualitas pelayanan berpengaruh signifikan terhadap loyalitas pelanggan 

melalui kepuasan pelanggan, harga berpengaruh signifikan terhadap loyalitas 

pelanggan melalui kepuasan pelanggan, dan citra perusahaan berpengaruh 

signifikan terhadap loyalitas pelanggan melalui kepuasan pelanggan 

Indihome di Kelurahan Lubang Buaya, Jakarta Timur. 

Kata Kunci : Kualitas Pelayanan, Harga, Citra Perusahaan, Kepuasan 

Pelanggan, Loyalitas Pelanggan 
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THE INFLUENCE OF SERVICE QUALITY, PRICE, AND 

CORPORATE IMAGE ON CUSTOMER LOYALTY WITH CUSTOMER 

SATISFACTION AS AN INTERVENING VARIABELS 

(Case Study on Indihome Customers in Kelurahan Lubang Buaya, East 

Jakarta) 

ABSTRACT 

The purpose of this research was to determine the direct influence 

between service quality, price, corporate image, and customer satisfaction on 

customer loyalty, and the indirect effect between service quality, price, and 

corporate image on loyalty through customer satisfaction Indihome in 

Kelurahan Lubang Buaya, East Jakarta. 

The method used is associative research with a quantitative approach, 

with data processing methods using the SmartPLS 3.0 (Partial Least Square). 

The population of this study were Indihome customers in Kelurahan Lubang 

Buaya, East Jakarta, who were more than 20 years old and Indihome 

subscribers for more than 3 months. The sample was determined based on the 

purposive sampling method, with a sample of 100 respondents. 

The results of this study indicated that the variable service quality, price, 

and corporate image has no significant effect on customer loyalty, customer 

satisfaction has a significant effect on customer loyalty, service quality has a 

significant effect on customer loyalty through customer satisfaction. Price has 

a significant effect on customer loyalty through customer satisfaction, and 

corporate image has a significant effect on customer loyalty through 

customer satisfaction at Indihome in Kelurahan Lubang Buaya, East Jakarta. 

Kata Kunci : Service Quality, Price, Corporate Image, Costumer Satisfaction 

and Costumer Loyalty 
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