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ABSTRAK 
 

Pemahaman terhadap perilaku konsumen berkaitan erat dengan penciptaan 

kepuasan pelanggan yang jangka panjang berperan dalam membentuk loyalitas. 

Loyalitas pelanggan bukan hanya mencerminkan keberhasilan strategi pemasaran 

tetapi juga memberikan kontribusi nyata terhadap efisiensi biaya akuisisi dan 

peningkatan nilai pelanggan. Tujuan penelitian untuk mengetahui, 1) Pengaruh 

langsung Kualitas pelayanan terhadap Loyalitas pelanggan di PT. Primatama Mandiri 

Lestari Indonesia. 2) Pengaruh harga terhadap Loyalitas pelanggan PT. Primatama 

Mandiri Lestari Indonesia. 3) Pengaruh langsung kualitas pelayanan terhadap 

kepuasan pelanggan di PT. Primatama Mandiri Lestari Indonesia. 4) Pengaruh 

langsung harga terhadap kepuasan pelanggan di PT. Primatama Mandiri Lestari 

Indonesia. 5) Pengaruh langsung kepuasan pelanggan terhadap loyalitas pelanggan 

PT. Primatama Mandiri Lestari Indonesia. 6) Pengaruh kualitas pelayanan terhadap 

loyalitas pelanggan dimediasi kepuasan pelanggan di PT. Primatama Mandiri Lestari 

Indonesia. Pengaruh harga terhadap loyalitas pelanggan dimedias kepuasan pelanggan 

di PT. Primatama Mandiri Lestari Indonesia. Populasi dan sampel penelitian ini adalah 

pelanggan PT. Primatama Mandiri Lestari Indonesia yang berjumlah 150 orang. 

Metode penelitian kuantitatif dengan jenis penelitian deskriptif verifikatif tipe 

causalitas, menggunakan SmartPLS. Hasil penelitian menunjukan bahwa 1. kualitas 

pelayanan berpengaruh positif dan sangat signifikan terhadap loyalitas pelanggan nilai 

koefisien sebesar 0.981, t-statistik 159.500, dan p-value 0.000. 2. Harga berpengaruh 

signifikan terhadap loyalitas pelanggan meskipun arah pengaruh negatif (koefisien -

0.208, t-statistik 2.825, p-value 0.005). 3. Kualitas pelayanan terhadap kepuasan 

pelanggan tidak signifikan (koefisien -0.014, t-statistik 0.712, p-value 0.477). 4. Harga 

memiliki pengaruh positif dan sangat signifikan terhadap kepuasan pelanggan 

(koefisien 0.967, t-statistik 108.370, p-value 0.000). 5. Kepuasan pelanggan 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan (koefisien 0.213, t-

statistik 2.995, p-value 0.003). 6. Kepuasan Pelanggan tidak memediasi pengaruh 

Kualitas Pelayanan terhadap Loyalitas Pelanggan dan tidak signifikan (koefisien -

0.003, t-statistik 0.694, p-value 0.488). 7. Kepuasan Pelanggan memediasi pengaruh 

Harga terhadap Loyalitas Pelanggan dan menunjukkan pengaruh signifikan (koefisien 

0.206, t-statistik 3.009, p-value 0.003). 

 

Kata kunci: Kualitas Pelayanan, Harga, Kepuasan Pelanggan, Loyalitas Pelanggan 
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ABSTRACT 

 

 

Understanding consumer behavior is closely related to the creation of 

long-term customer satisfaction that plays a role in forming loyalty. Customer 

loyalty not only reflects the success of marketing strategies but also provides a 

real contribution to the efficiency of acquisition costs and increasing customer 

value. The purpose of this study is to determine, 1) The direct effect of service 

quality on customer loyalty at PT. Primatama Mandiri Lestari Indonesia. 2) The 

effect of price on customer loyalty at PT. Primatama Mandiri Lestari Indonesia. 

3) The direct effect of service quality on customer satisfaction at PT. Primatama 

Mandiri Lestari Indonesia. 4) The direct effect of price on customer satisfaction 

at PT. Primatama Mandiri Lestari Indonesia. 5) The direct effect of customer 

satisfaction on customer loyalty at PT. Primatama Mandiri Lestari Indonesia. 

6) The effect of service quality on customer loyalty is mediated by customer 

satisfaction at PT. Primatama Mandiri Lestari Indonesia. The effect of price on 

customer loyalty is mediated by customer satisfaction at PT. Primatama 

Mandiri Lestari Indonesia. The population and sample of this study are 150 

customers of PT. Primatama Mandiri Lestari Indonesia. The quantitative 

research method with descriptive research type of causality verification, using 

SmartPLS. The results of the study show that 1. service quality has a positive 

and very significant effect on customer loyalty with a coefficient value of 0.981, 

t-statistic of 159,500, and p-value of 0.000. 2. Price has a significant effect on 

customer loyalty although the direction of the effect is negative (coefficient -

0.208, t-statistic of 2.825, p-value of 0.005). 3. Service quality on customer 

satisfaction is not significant (coefficient -0.014, t-statistic of 0.712, p-value of 

0.477). 4. Price has a positive and very significant effect on customer 

satisfaction (coefficient 0.967, t-statistic of 108,370, p-value of 0.000). 5. 

Customer satisfaction has a positive and significant effect on customer loyalty 

(coefficient 0.213, t-statistic of 2.995, p-value of 0.003). 6. Customer 

Satisfaction does not mediate the effect of Service Quality on Customer Loyalty 

and is not significant (coefficient -0.003, t-statistic 0.694, p-value 0.488). 7. 

Customer Satisfaction mediates the effect of Price on Customer Loyalty and 

shows a significant effect (coefficient 0.206, t-statistic 3.009, p-value 0.003). 

 

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