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melihat (balasan) nya." (QS. Al-Zalzalah:7) 
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ABSTRAKSI 

Penelitian bertujuan untuk menguji dan menganalisis pengaruh kualitas 

pelayanan, persepsi harga dan citra merek terhadap loyalitas pelanggan  melalui 

kepuasan pelanggan pada Grabfood di Kabupaten Kudus. Penelitian ini memiliki 

sampel sebanyak 175 pelanggan Grabfood di Kabupaten Kudus. Pengumpulan 

data menggunakan kuesioner (angket). Analisis data menggunakan analisis 

statistik deskriptif. Uji instrument menggunakan uji validitas terdiri dari AVE 

(Average Variance Extracted),  convergent validity, uji normalitas, construct 

reliability. Analisis Data menggunakan Structural Equation Modeling (SEM) dan 

digerakkan oleh program AMOS. Berdasarkan hasil analisis menunjukkan 

bahwa kualitas pelayanan mampu mempengaruhi positif signifikan terhadap 

loyalitas pelanggan, persepsi harga mampu mempengaruhi positif dan signifikan 

terhadap loyalitas pelanggan, citra merek mampu mempengaruhi positif dan 

signifikan terhadap loyalitas pelanggan, kualitas pelayanan berpengaruh positif 

tidak signifikan terhadap kepuasan pelanggan, persepsi harga mampu 

mempengaruhi positif dan signifikan terhadap kepuasan pelanggan, citra merek 

mampu mempengaruhi positif dan signifikan terhadap kepuasan pelanggan, 

kepuasan pelanggan mampu mempengaruhi positif dan signifikan terhadap 

loyalitas pelanggan. 

 

Kata kunci : Kualitas pelayanan, persepsi harga, citra merek, kepuasan, 

loyalitas pelanggan. 
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ABSTRACT 

 

The research aims to analyze the influence of service quality, price 

perception and brand image on customer loyalty through customer satisfaction 

at Grabfood in Kudus Regency. The research sample was 175 Grabfood 

customers in Kudus Regency. Data collection uses a questionnaire 

(questionnaire). Data analysis uses descriptive statistical analysis. The 

instrument test uses a validity test consisting of AVE (Average Variance 

Extracted), convergent validity, normality test, construct reliability. Data 

analysis uses Structural Equation Modeling (SEM) and is driven by the AMOS 

program. Based on the results of the analysis, it shows that service quality has a 

positive but not significant effect on customer loyalty, price perception has a 

positive and significant effect on customer loyalty, brand image has a positive 

and significant effect on customer loyalty, service quality has a positive not 

significant effect on customer satisfaction, price perception has a positive effect 

and significant to customer satisfaction, brand image has a positive and 

significant effect on customer satisfaction, customer satisfaction has a positive 

and significant effect on customer loyalty. 

 

Keywords: Service quality, price perception, brand image, satisfaction, customer 

loyalty. 
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