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ABSTRAK 

 

Perubahanzamandariwaktukewaktumembuatgayahidupmasyarakatkinimulai

berubah, yang dimanasegalasesuatuinginserbapraktisdancepat. keinginan yang 

serbainstanmendorongpelakubisnisuntukmemanfaatkanpeluanguntukmembukausa

ha yang bergerakdibidangpelayananjasa. Salah satunyakeberadaanusahajasa 

laundry yang 

seringdijumpaisaatini.Penelitianinibertujuanuntukmengujipengaruhkualitaspelaya

nandanhargaterhadaployalitaspelangganmelaluikepuasanpelangganpada Laundry 

Starclean. 

Jenispenelitianiniadalahpenelitiankuantitatif.Populasipadapenelitianiniialahp

elanggandengansampelpenelitiansebanyak 100 respondenmenggunakantekniknon 

probability sampling.Analisis data menggunakanmetode Smart PLS 3.0. 

Hasilpenelitianmenunjukkanbahwakualitaspelayananberpengaruhpositifdans

ignifikanterhadaployalitaspelanggan.Hargaberpengaruhpositifdansignifikanterhad

aployalitaspelanggan.Kualitaspelayananberpengaruhpositifdansignifikanterhadapk

epuasanpelanggan.Hargaberpengaruhpositifdansignifikanterhadapkepuasanpelang

gan.Kepuasan pelanggan berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan. Kualitas pelayanan berpengaruh tidak langsung terhadap loyalitas 

pelanggan melalui kepuasan pelanggan, sehingga disimpulkan bahwa kepuasan 

pelanggan mampu memediasi hubungan antara kualitas pelayanan terhadap 

loyalitas pelanggan. Harga berpengaruh tidak langsung terhadap loyalitas 

pelanggan melalui kepuasan pelanggan, sehinga dapat disimpulkan bahwa 

kepuasan pelanggan mampu memediasi hubungan antara harga terhadap loyalitas 

pelanggan. 

 
Kata Kunci:kualitaspelayanan, harga, kepuasanpelanggan, loyalitaspelanggan 
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ABSTRACT 

 

Due to the changes from time to time, people’s lifestyles start to change 

too. Everything needs to be simple and fast. Moreover, an instant need 

encourages business 

practitionerstoopenabusinesswhichgivesservice.Oneofthemislaundryservicewhic

h 

iscommonlyseennowadays.Thisresearchaimedtoexaminetheeffectofservicequali

ty and price on customers’ loyalty through customers’ satisfaction of 

LaundryStarclean. 

The research was quantitative. Furthermore, the data collection 

technique used non-probability sampling. In line with that, there were 100 

respondents as samples. Additionally, the data analysis technique used Smart 

PLS 3.0. 

The research result concluded that service quality had a positive and 

significant effect on customers’ loyalty. Likewise, price had a positive and 

significant effect on customers’ loyalty. While, service quality had a positive 

and significant effect on 

customers'satisfaction.Likewise,pricehadapositiveandsignificanteffectoncustom

ers’ satisfaction. Meanwhile, customers’ satisfaction had a positive and 

significant effect on customers’ loyalty. In addition, service quality indirectly 

affected customers’ loyalty through customers’ satisfaction; so it concluded that 

customers’ satisfaction was able to mediate the relationship between service 

quality and customers' loyalty. Similarly, price indirectly affected customers’ 

loyalty through customers’ satisfaction; so it concluded that customers’ 

satisfaction was able to mediate the relationship between price and customers’ 

loyalty. 

 

Keywords: Service Quality, Price, Customers’ Satisfaction, Customers’ Loyalty 
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