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ABSTRAK

Penelitian ini bertujuan untuk menguji apakah pengaruh fasilitas dan
persepsi harga terhadap loyalitas pelanggan yang dimediasi oleh kepuasan
konsumen sebagai variabel intervening.

Penelitian ini menggunakan jenis penelitian asosiatif dengan pendekatan
kuantitatif. Variabel X; Fasilitas, X Persepsi Harga, Z Kepuasan Konsumen,
dan Y Loyalitas Pelanggan Penelitian dilakukan di Power Gym Jakarta Utara
dengan sampel sebanyak 100 orang. Pengumpulan data dalam penelitian ini
menggunakan Kkuesioner kepada responden. Metode statistik data yang
digunakan adalah analisis jalur dan analisis regresi berganda dengan aplikasi
pengolah data Smart PLS versi 3.0

Berdasarkan hasil dan pembahasan menunjukan bahwa fasilitas
berpengaruh positif terhadap loyalitas pelanggan, pfasilitas berpengaruh
positif terhadap kepuasan konsumen, persepsi harga berpengaruh positif
terhadap loyalitas pelanggan, persepsi harga berpengaruh positif terhadap
kepuasan konsumen, pengaruh kepuasan konsumen berpengaruh positif
terhadap loyalitas pelanggan, kepuasan konsumen tidak memediasi persepsi
harga terhadap loyalitas pelanggan, kepuasan konsumen tidak memediasi
pengaruh fasilitas terhadap loyalitas pelanggan.

Kata kunci: Pengaruh Fasilitas, Persepsi Harga, Kepuasan Konsumen,
Loyalitas Pelanggan
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THE EFFECT OF FACILITY AND PRICE PERCEPTION ON
CONSUMER LOYALITY MEDIATED BY CONSUMER
SATISFACION

(CONSUMER STUDY OF POWER GYM, NORTH JAKARTA)

ABSTRACT

This study aims to investigate whether consumer satisfaction acts as an
intermediary variable between the effect of facilities and price perceptions on
customer loyalty.

In this study, associative research and a quantitative methodology are
used. Facilities, price perception, consumer satisfaction, and customer loyalty
are the four factors. 100 participants were chosen for the study, which was
done at the North Jakarta Power Gym. Using a survey to ask respondents, data
was gathered for this study. With the Smart PLS version 3.0 data processing
application, statistical methods of data are path analysis and multiple
regression analysis.

Based on the results and discussion, it shows that facilities have a positive
effect on customer loyalty, facilities have a positive effect on customer
satisfaction, price perceptions have a positive effect on customer loyalty, price
perceptions have a positive effect on consumer satisfaction, the influence of
consumer satisfaction has a positive effect on customer loyalty, consumer
satisfaction does not mediate perceptions price on customer loyalty, customer
satisfaction does not mediate the effect of facilities on customer loyalty.

Keywords: Facility Effect, Price Perception, Consumer Satisfaction,
Customer Loyalty




DAFTAR ISl

HALAMAN SAMPUL COVER LUAR ..o, [
HALAMAN SAMPUL DALAM COVER .......ccccooiiiiiiiiiie, i
PERNYATAAN KEASLIAN SKRIPSI .....cooiiiiiiiiieeeeeee e i
PERSETUJUAN PEMBIMBING .......ccooiiiiiiiiiiieeeeee e 0\
HALAMAN PENGESAHAAN ..ot %
KATA PENGANTAR ..o Vi
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI
UNUTK KEPENTINGAN AKADEMIS .......coiiiieee viii
ABSTRAK ..o IX
ABSTRACT ..o X
DAFTAR ST ..o Xi
DAFTAR TABEL ...t Xiv
DAFTAR GAMBAR......oi it XV
DAFTAR LAMPIRAN ...t XVi

BAB | PENDAHULUAN

1,1 Latar Belakang Masalah .............ccccovoieiieiiiic e 1
L e Ru
MUSAN MASAIAN ...t 6
2, et a e e e et s Tuj
UAN PENEHTIAN ...t 6
I Man
FAAL PENCIITIAN .ot 7

Xi



BAB Il KAJIAN PUSTAKA

2.1 LaNAASAN TEOMT ..veuveiietiiiieiisteeee sttt 8
2.1.1 Pengaruh FaSilitas..........cceviiiiiieii e 8
2.1.2 PErSePSi HAIga ....c.coveiiiiieisieeiieie et 9
2.1.3 Loyalitas KONSUMEN.........cciiiiiieieiesiesie s 12
2.1.4 Kepuasan KONSUMEN.........ccuieiiiieiiiieiieeesieessieessireessinessssnessseessseee e 13

2.2 Review Antar Variabel Penelitian .............ccooviiiiiiiniiiccce, 15

2.3 Keterkaitan Antar Variabel Penelitian............ccocoooeiiiiiiniiicee 22
2.3.1 Pengaruh Fasilitas Terhadap Kepuasan Konsumen ...........c.ccocveevvvennen. 22
2.3.2 Pengaruh Persepsi Harga Terhadap Kepuasan Konsumen................... 22
2.3.3 Pengaruh Kepuasan Konsumen Terhadap Loyalitas Pelanggan........... 23
2.3.4 Pengaruh Fasilitas Terhadap Loyalitas Pelanggan..............ccccccceuvennnne. 23
2.3.5 Pengaruh Persepsi Harga Terhadap Loyalitas Pelanggan...................... 24

2.3.6 Pengaruh Fasilitas Terhadap Loyalitas Pelanggan Dimediasi Oleh
Kepuasan KONSUMEN........ccuuiiiieiiiie e siee e siee e sie e sre e e e sine s ssreesaee e 24

2.3.7 Pengaruh Persepsi Fasilitas Terhadap Loyalitas Pelanggan Dimediasi

Oleh Kepuasan KONSUMEN .........coveieiieieeie e et seese e e sre e e sae e snees 24
O o 1] 10 (1] 1SS 25
2.5 Kerangka KONSEPLUAL...........ccoveiiiiieieicssse e 27

BAB 111 KAJIAN PUSTAKA

3.1 Strategi Penelitian ..o 28
3.2 Populasi dan Sampel Penelitian..........cccooveiieiiiiiie i 28
3.3 Data dan Metode Pengumpulan Data ...........ccooevirieieieneneneseseeeeeees 29
3.4 Operasional Variabel ... 30
3.5 Metode ANaliSiS DAt ..........cccviieiiiiieieiee s 32

3.5.1 Statistik DeSKIIPtif.........ccoeiiiiiiccece e 32

Xii



35,2 ANALISIS JAIUL ..ottt aa e 34

BAB IV HASIL DAN PEMBAHASAN

4.1 Deskripsi Objek Penelitian ...........cccooeiiiiiiin i 39
4.2 Analisis Statistika DeSKIiptif...........ccccovveiiiieiiecese e 39
4.2.1 Deskriptif RESPONTEN ......c.voieiiiiieie e 39
4.3 Analisis Statistika Data.............ccoeiierieineneisiee e 41
4.3.1 Skema Model Partial Least Square (PLS) ......ccccoovvenininenineiieeene 41
4.3.2 Analisis Outer MOGEL..........coeiiiiiiiiieieee s 43
4.3.3 Analisis Inner Model ...........ccoiriiiiiiiie e 47
4.4 PeMBDANASAN ......cvieiiiiiiiieeee e 51
4.5 Penemuan Hasil Penelitian ..., 53

4.5.1 Hipotesis 1: Pengaruh Fasilitas Berpengaruh Langsung Terhadap
Loyalitas Pelanggan ...........ccooioiiiiiiicc e 53

4.5.2 Hipotesis 2: Pengaruh Fasilitas Berpengaruh Lsngasung Terhadap
Kepuasan KONSUMEN........cuiiiiiieiiiie ittt e e 54

4.5.3 Hipotesis 3: Persepsi Harga Berpengaruh Langsung Terhadap
Loyalitas Pelanggan ........c.oooiiiiiiiiiieeee s 55

4.5.4 Hipotesis 4: Persepsi Harga Berpengaruh Langsung Terhadap
Kepuasan KONSUMEN........cuiiiiiiiiiiie it e e esnee e 55

4.5.5 Hipotesis 5: Kepuasan Konsumen Berpengaruh Langsung Terhadap
Loyalitas Pelanggan ...........ccooiiiiiicie e 56

4.5.6 Hipotesis 6: Pengaruh Fasilitas Terhadap Loyalitas Pelanggan
Dimediasi Oleh Kepuasan KONSUMEN ..........c.coiiiiiniiieieie e 57

4.5.7 Hipotesis 7: Persepsi Harga Terhadap Loyalitas Pelanggan
Dimediasi Oleh Kepuasan KONSUMEN .........ccccceiieiiiiiiiieie e 57

BAB V SIMPULAN DAN SARAN

5.1 SIMPUIAN ..o 59

xiii



LT T | - | 1 1R 60

5.3 Keterbatasan Penelitian dan Pengembangan Penelitian Selanjutnya.......... 61
DAFTAR TABEL

Tabel 3.1 Penilaian Skala LIKEIT.........ccooiiiiiieiiie e 29
Tabel 3.2 INdIKALOr FaSIlItaS. .......cccvivueiieiieeceece e 31
Tabel 3.3 INdiKator Harga ...........ccviieiiciicc e 31
Tabel 3.4 Indikator Kepuasan KONSUMEN..........ccccvveiieiieieieeie e ese e ie e 31
Tabel 3.5 Indikator Loyalitas Pelanggan ..., 32
Tabel 4.1 Profil RESPONTEN........cooiiieiiee e 40
Tabel 4.2 OULET MO ........oceeeceeece et nre s 43
Tabel 4.3 CroSS LOATING .....coeeiiieieiiie ittt 44
Tabel 4.4 Average Variance Extracted (AVE) ..o, 46
Tabel 4.5 Composite ReHaDIlIty ......c.cccvevieiiiiececec e 46
Tabel 4.6 Croncbach’s APINA..........ooiiiiiiii e 47
Tabel 4.7 NIlal R SQUAIE........coiieeiie et 48
Tabel 4.8 T-StatistiCs dan P-ValUES.........ccccoveiiiiniiiiiesieeee e 50

Xiv



DAFTAR GAMBAR

Gambar 2.1 Kerangka Konseptual Penelitian ..............ccccooveiviieiiiii e,

Gambar 4.1 — Outer Model
Gambar 4.2 — Inner Model

XV



LAMPIRAN

Lampiran 1.1 Kuisoner Penelitian ...........cccccoviiiiiiiicci e 66
Lampiran 1.2 Tabulasi Pengaruh Fasilitas (X1) ........ccccceeveiiieveiieieeie e 71
Lampiran 1.3 Tabulasi Persepsi Harga (X2).......cccooevieiiieiie s 75
Lampiran 1.4 Tabulasi Kepuasan Konsumen (Z)........ccccceoevenenineneninnseeees 78
Lampiran 1.5 Tabulasi Loyalitas Pelanggan (Y) .....cccocvvieiveieiieneece e 81
Lampiran 1.6 Hasil Output SMARTPLS ..o 86
Lampiran 1.7 Convergen Validity ... 87
Lampiran 1.8 Discriminant Validity .........ccooiiiiiiiiiiiiceeeesesees 88
Lampiran 1.9 Average Variance Extracted (AVE)......cccocviiiiiiiiiiic i 89
Lampiran 1.10 Composite Reliability ............ccccooviieiiiiiiiccceee e 89
Lampiran 1.11 Cronbach AIpha..........cccooiiiiieii e 89
Lampiran 1.12 Uji Model (Goodness Of Fit).........cccoovriiiiiiiiienieeeees 90
Lampiran 1.13 Uji HIPOTESIS ....ccvveiiieiiiiiie ettt 90

XVi



