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ABSTRAK

Tujuan penelitian ini adalah untuk menganalisis pengaruh kualitas
pelayanan dan harga terhadap loyalitas melalui kepuasan pelanggan sebagai
veriabel intervening (kasus pada pelanggan klinik terapi tradisional Bioenergy
Solution Center Di Rawamangun).

Populasi dalam penelitian ini adalah pelanggan yang datang terapi atau
berobat ke klinik terapi tradisional Bioenergy Solution Center Di Rawamangun.

Teknik pengambilan sampel yang digunakan adalah metode probability
sampling besar sampel di tentukan dengan menggunakan rumus MOE karna
jumlah populasi berukuran besar dan tidak di ketahui secara pasti maka jumlah
sampel yang dapat mewakili populasi sebanyak 97,dan di tarik menjadi 100
orang. penelitian ini menggunakan teknik analisis jalur atau path analysis
dengan SPSS versi 26.0

Hasil dari penelitian ini membuktikan bahwa :Kualitas pelayanan
berpengaruh terhadap kepuasan pelanggan sebesar 36,3%. Harga berpengaruh
terhadap kepuasan pelanggan sebesar 39,2 %.kepuasan pelanggan berpengaruh
terhadap loyalitas sebesar 25,8%.Secara koefisien kualitas pelayanan dan harga
berpengaruh signifikan terhadap loyalitas melalui kepuasan pelanggan,
sedangkan kualitas pelayanan memiliki pengaruh tidak langsung terhadap
loyalitas secara signifikan. Maka untuk meningkatkan Loyalitas Pelanggan
klinik harus meningkatkan kualitas pelayanan terlebih dahulu.

Kata Kunci : Kualitas Pelayanan, Harga, Loyalitas, Kepuasan Pelanggan
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AN ANALYSIS OF THE INFLUENCE OF SERVICE QUALITY
AND PRICE LOYALTY THROUGH CUSTOMER SATISFACTION
(Study at Traditional Therapeutic Clinics Bioenergy Solution Center
in Rawamangun)

ABSTRACT

The purpose of this study was to analyze the effect of service quality and
price on loyalty through customer satisfaction as an intervening variable (the
case for customers of the traditional therapy clinic Bioenergy Solution Center
in Rawamangun).

The population in this study were customers who came to therapy or went
to the traditional therapy clinic of Bioenergy Solution Center in Rawamangun.

The sampling technique used was the probability sampling method, the
sample size was determined using the MOE formula because the population
was large and it was not known with certainty, the number of samples that
could represent the population was 97, and was drawn to 100 people. This
study uses path analysis techniques with SPSS version 26.0

The results of this study prove that: Service quality affects customer
satisfaction by 36.3%. Price has an effect on customer satisfaction by 39.2%.
Customer satisfaction has an effect on loyalty by 25.8%. In terms of service
quality coefficient and price has a significant effect on loyalty through customer
satisfaction, while service quality has no direct effect on loyalty significantly.
So to increase customer loyalty the clinic must first improve the quality of
service.

Keywords :  Service Quality, Price, Loyalty, Customer Satisfaction
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