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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan,
Customer’s Perceived Value, harga terhadap kepuasan pelanggan dan loyalitas
pelanggan Kantor Pos Pati. Variabel yang digunakan dalam penelitian ini adalah
kualitas pelayanan, Customer’s Perceived Value, harga sebagai variabel
independen. Kepuasan pelanggan sebagai variabel mediasi dan loyalitas
pelanggan sebagai variabel dependen. Sampel yang digunakan dalam penelitian
ini sebanyak 115 responden dari pelanggan Kantor Pos Pati.

Teknik pengambilan sampel dalam penelitian ini menggunakan teknik
purposive sampling dengan menyebarkan kuesioner melalui google form kepada
responden. Alat analisis data menggunakan structural equation modeling (SEM)
yang dioperasikan dengan menggunakan program AMOS. Dari analisis diperoleh
hasil penelitian yang menunjukkan bahwa terdapat pengaruh positif dan signifikan
kualitas pelayanan, Customer’s Perceived Value, harga terhadap kepuasan
pelanggan dan loyalitas pelanggan Kantor Pos Pati.

Kata kunci : Kualitas Pelayanan, Customer’s Perceived Value, Harga,
Kepuasan Pelanggan, dan Loyalitas Pelanggan.
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ABSTRACT

This study aims to analyze the effect of service quality, Customer’s
Perceived Value, price on customer satisfaction and customer loyalty in the Pati
Post Office. The variables used in this study are service quality, customer
perceived value, price as an independent variable. Customer satisfaction as a
mediating variable and customer loyalty as the dependent variable. The sample
used in this study were 115 respondents from Pati Post Office customers.

The sampling technique in this study used a purposive sampling technique
by distributing questionnaires via google form to respondents. The data analysis
tool uses structural equation modeling (SEM) which is operated by using the
AMOS program. From the analysis, the results of the study show that there is a
positive and significant influence on service quality, Customer’s Perceived Value,
price on customer satisfaction and customer loyalty in the Pati Post Office.
Keywords: Service Quality, Customer’s Perceived Value, Price, Customer
Satisfaction, and Customer Loyalty.
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