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Abstrak

Penelitian ini bertujuan untuk membuktikan dan menganalisis pengaruh persepsi nilai
dan harga terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel
intervening. Penelitian ini menggunakan metode pengumpulan data dengan menyebarkan
kuesioner.

Populasi dan sampel yang digunakan dalam penelitian ini adalah konsumen Pabrik Es
Kristal Blue Mountain di Kota Padang yang berjumlah sebanyak 70 responden. Metode
analisa dalam data ini adalah PLS. Hipotesis dalam penelitian ini diuji dengan dengan
menggunakan metode analisis meliputi: Measurement Model Assessment, Analisis Deskriptif,
R Square dan Structural Model Assesment.

Dari hasil pengujian dapat disimpulkan bahwa persepsi nilai berpengaruh positif
terhadap loyalitas pelanggan,harga berpengaruh positif terhadap loyalitas pelanggan, persepsi
nilai berpengaruh positif terhadap kepuasan pelanggan, harga berpengaruh positif terhadap
kepuasan pelanggan, kepuasan berpengaruh positif terhadap loyalitas pelanggan, kepuasan
pelanggan dalam memediasi hubungan antara persepsi nilai dengan loyalitas pelanggan, dan
kepuasan pelanggan dalam memediasi hubungan antara harga dengan loyalitas pelanggan.

Kata Kunci: Persepsi Nilai, Harga, Kepuasan Pelanggan dan Loyalitas Pelanggan.
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Abstract

This study aims to prove and analyze the effect of perceived value and price on
customer loyalty with customer satisfaction as an intervening variable. This study uses data
collection methods by distributing questionnaires.

The population and samples used in this study were consumers of the Blue
Mountain Ice Crystal Factory in Padang City, totaling 70 respondents. The method of
analysis in this data is PLS. The hypotheses in this study were tested using analytical methods
including: Measurement Model Assessment, Descriptive Analysis, R Square and Structural
Model Assessment.

From the test results it can be concluded that perceived value has a positive effect
on customer loyalty, price has a positive effect on customer loyalty, perceived value has a
positive effect on customer satisfaction, price has a positive effect on customer satisfaction,
satisfaction has a positive effect on customer loyalty, customer satisfaction mediates the
relationship between perceptions value with customer loyalty, and customer satisfaction in
mediating the relationship between price and customer loyalty.

Keywords: Perceived Value, Price, Customer Satisfaction and Customer Loyalty.
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