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      ANALISIS PENGARUH KUALITAS PELAYANAN,  

PERSEPSI HARGA DAN 
CITA RASA TERHADAP KEPUASAN PELANGGAN DAN 

LOYALITAS PELANGGAN 
(Studi Kasus pada Pelanggan kedai Saya Kopi Rawamangun)  

ABSTRAK 
 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan, 
persepsi harga dan cita rasa terhadap kepuasan pelanggan dan loyalitas 
pelanggan pada kedai Saya Kopi Rawamangun. 

 
Strategi yang digunakan dalam penelitian ini adalah metode survey, 

dengan kuesioner sebagai alat pengumpulan datanya dan dihimpun melalui 
instrument dengan model skala Likert. Populasi dalam penelitian ini adalah 
pelanggan kedai Saya Kopi cabang Rawamangun dengan jumlah sampel 
sebanyak 100 responden. Penelitian ini menggunakan metode analisis jalur 
dengan program Partial Least Square. 

 
Hasil penelitian ini menunjukan bahwa, kualitas pelayanan berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan, persepsi harga berpengaruh 
positif dan signifikan terhadap kepuasan pelanggan, cita rasa berpengaruh 
negatif tetapi tidak signifikan terhadap kepuasan pelanggan, kualitas pelayanan 
berpengaruh positif dan signifikan terhadap loyalitas pelanggan, persepsi harga 
berpengaruh positif dan signifikan loyalitas pelanggan, cita rasa berpengaruh 
negatif tetapi tidak signifikan terhadap loyalitas pelanggan, kepuasan pelanggan 
berpengaruh positif dan signifikan terhadap loyalitas pelanggan, kepuasan 
pelanggan mampu memediasi kualitas pelayanan terhadap loyalitas pelanggan, 
kepuasan pelanggan mampu memediasi persepsi harga terhadap loyalitas 
pelanggan, kepuasan pelanggan tidak mampu memediasi cita rasa terhadap 
loyalitas pelanggan. 

 
Kata kunci : Kualitas Pelayanan, Persepsi Harga, Cita Rasa, 

Kepuasan Pelanggan, Loyalitas pelanggan  
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THE INFLUENCE OF SERVICE QUALITY, PRICE PERCEPTION AND 

TASTE TO CUSTOMER SATISFACTION AND CUSTOMER LOYALTY (A 
Case Study On My Customer Coffee Rawamangun)  

ABSTRACT 
 

This study aims to determine the effect of service quality, perceived 
price and taste on customer satisfaction and customer loyalty at Saya Kopi 
Rawamangun shop. 

 
The strategy used in this research is a survey method, with a 

questionnaire as a data collection tool and collected through an instrument 
with a Likert scale model. The population in this study were customers of the 
Rawamangun branch of Saya Kopi with a total sample of 100 respondents. This 
research uses path analysis method with Partial Least Square program 

 
The results of this study indicate that, service quality has a positive and 

significant effect on customer satisfaction, perceived price has a positive and 
significant effect on customer satisfaction, taste has no and insignificant effect on 
customer satisfaction, quality service has a positive and significant effect on 
customer loyalty, perceived price has a positive and significant effect on customer 
loyalty, taste has no and insignificant effect on customer loyalty,  

 customer satisfaction has a positive and significant effect on customer loyalty, 
 customer satisfaction is able to mediate service quality to customer loyalty,  
customer satisfaction is able to mediate price perceptions of customer loyalty, 

customer satisfaction is not able to mediate taste towards customer loyalty. 
 

Keywords: Service Quality, Price Perception, Taste, Customer 
Satisfaction, Customer Loyalty  
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